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Abstract

Signage communicating behavioural expectations is a common sight in contemporary cities. This is
particularly evident in spaces of urban mass transit, as public transport providers frequently utilise media
technologies such as posters and notices to tackle passenger behaviours they consider dangerous, deviant,
or otherwise undesirable. Despite the prevalence of such semiotic interventions in passenger conduct in
public transport environments globally (Bissell, 2018; Butcher, 2011; Moore, 2010), they have rarely
become the focus of social scientific study. This thesis addresses this shortcoming through an in-depth
examination of ‘manner poster’ initiatives by railway providers in Tokyo, which stand out globally due to
their near-ubiquitous presence in trains and stations in the city, their often cute and/or comic design, and
the broad range of micro-behaviours targeted by them. Drawing on expert interviews with individuals
involved in manner posters’ creation, analysis of industry documents, visual analysis of posters, and transit
ethnography, the thesis presents an comprehensive empirical examination of manner posters as a genre
of communication and governmental technology. It zooms in on three aspects of the media phenomenon:
1) manner posters’ textual structure and history, 2) the corporate considerations and concerns driving
poster design and deployment, and 3) the visual strategies poster designers employ to problematise
passenger conduct. Contrary to prior research which framed interventions in passenger behaviour as a
form of social control, the thesis highlights that manner poster initiatives are not driven by regulatory will,
but rather guided by corporate considerations of customer service, sensibilities, and satisfaction. It
presents a interdisciplinary study which is situated at the intersection (and advances our understanding)
of four areas of scholarship: 1) routine incivilities and their regulation, 2) the production and regulation
of urban mobilities, 3) signage in urban spaces, and 4) urban railways in Japan.
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Note to the reader

This thesis takes a ‘publication format’, meaning that it incorporates chapters that have been written,
structured, and formatted for journal publication (see also ‘Declaration’ at the very beginning of this
thesis). The three empirical analytical chapters, collected in Part Il of the thesis, have been published
during the PhD programme in peer-reviewed journals (Chapters 5 and 6) or are currently under review
(Chapter 7). They appear alongside regular thesis chapters (e.g. introduction, literature review,
methodology, critical reflection, conclusion). All three chapters are single-authored publications. Chapters
5 and 6 have been published in an Open Access format (under a CC BY-NC-ND 4.0 licence) and can thus
be reproduced here. Chapter 7 is under review by a ‘SAGE Choice hybrid’ journal and will, in case of
acceptance, also be published under an Open Access license thanks to an agreement between SAGE
Publications and the University of Sheffield. Only minimal adjustments have been made to the papers
themselves, mostly to ensure that they fit into the larger thesis structure. Changes include adding
continuous pagination and numbering of figures, tables, footnotes, and (sub-)headings; converting
endnotes to footnotes; changing American English to British English; correcting minor errors (e.g. typos,
missing words and macrons); moving the list of references to the bibliography at the end of the thesis and
removing the acknowledgements and funding info which have been subsumed into the
‘Acknowledgements’ section on the following page; adding signposting to other thesis chapters; and
making minor adjustment to wording (e.g. changing ‘this article’ to ‘this chapter’) and referencing style in
the interest of internal consistency. To reduce the potential disjunction caused by including journal papers
as thesis chapters, | have included a brief introductory and concluding section at the beginning and end
of Part Il that put the empirical chapters in context of each other and reflect on similarities and differences.
Nonetheless, some minor overlaps between the three analytical chapters, as well as between Part Il and
the rest of the thesis, were unavoidable as Chapters 5-7 were originally designed as stand-alone
publications.

The adopted ‘publication format’ is supported by University of Sheffield research degree Code of Practice.
Guidance regarding the format can be found at https://www.sheffield.ac.uk/rs/code/thesisformats
(accessed 21 December 2021). The bibliographical information of the three journal articles is listed below:

Chapter 5: Schimkowsky, Christoph (2021) ‘Manner posters: a genre approach’, Japanese
Studies, 41(2), pp. 139-160. doi: 10.1080/10371397.2021.1925097

Chapter 6: Schimkowsky, Christoph (2021) ‘Managing passenger etiquette in Tokyo: between
social control and customer service’, Mobilities. doi: 10.1080/17450101.2021.1929418.

Chapter 7: Schimkowsky, Christoph (under review) ‘Visual communication and the
management of passenger conduct: a visual analysis of transit etiquette posters by Japanese
railway companies’, Visual Communication.
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Chapter 1 Introduction
1.1 Arrival in the city of signs

After arriving back in Japan for fieldwork, | took a train to the city centre from the Keikyd railway station
at Haneda airport’s Terminal 3 to get to my university guesthouse. The station at Terminal 3, where most
international flights to Haneda airport arrive, is the second stop on the Keikyi Airport Line. On weekdays,
about 12 trains leave from here every hour between 7 am and 10 pm. Outside of these times, service is
reduced to eight departures per hour, until the last train of the day (shiden) leaves ten minutes after
midnight, around which time Tokyo’s passenger train network shuts down until the early morning hours.
If you arrive, like | did, on a workday around noon, there should be a train leaving every five minutes on
average, so you won’t have to wait for very long. But you’ll need to make sure to catch the right train.
There are Local trains which stop at every station, faster Tokkyd and Kaitoku trains (both of which Keikyd,
the train company, somewhat confusingly translates to Limited Express), the Airport Express, and the
Airport Limited Express. Trains from here head in the direction of 16 different locations in the Greater
Tokyo area. You can, for example, transfer to the larger Narita airport in Tokyo’s neighbouring prefecture
of Chiba, or catch a train to Sengakuiji station in Tokyo’s Minato ward, which is just a brief walk away from
the Rainbow Bridge crossing northern Tokyo Bay. Sengakuji station is also close to the circular Yamanote
Line, one of Tokyo’s most-used train lines, which links most of the metropolis’ major urban centres and
stations —including Shinjuku station, often described as the world’s busiest railway station. In other words,
planning a train trip from the airport to the city centre already gives you a first taste of the complexity of
Tokyo’s railway network, and the degree to which it is entwined with the rest of the city.

While Tokyo is known for its crowded stations and trains, the Keikyd train station at Terminal 3 was not
that busy. This was because of the time — Tuesday around 12 pm — and its literal end-of-the-line location,
but also because Keikyd’s Airport Line has to compete for passengers to the city centre with express buses,
and with the Tokyo Monorail, which offers even more convenient access to the Yamanote Line. The train,
too, was fairly empty by Tokyo standards. Although all seats were already taken when | got on, some freed
up after a few stops. This was a relief since | had just arrived on a red-eye from Frankfurt with a large
suitcase and a heavy backpack. The reverse route, going from the city centre to one of Tokyo’s two large
international airports, can be a bit of a nightmare if you do not (or cannot) opt for a special train such as
the Narita Express, which has special facilities for storing luggage, but has a limited seat contingent and
tends to be more expensive. Heading to the airport on a regular commuter train during rush hour is sure
to be a stressful experience as you not only have to constantly attend to your suitcase (to make space for
fellow passengers and keep it from rolling away) but likely will also have to endure judgmental glances
from other passengers for taking up a disproportionate amount of space on an already crowded train and
timing your journey so badly — a reason why many Tokyo parents traveling with a baby buggy try to avoid
taking a train during the morning and evening commuter crush, and an example of the behavioural
expectations shaping passenger conduct on Tokyo’s public transport network.

Rapid Limited Express trains on Keikyi’s Airport Line consist of eight carriages, which, depending on where
you are from, might sound like a lot for an inner-city train, but is actually not that long for the Greater
Tokyo area, where many commuter trains have 10-15 carriages. The carriage layout is very similar to other
passenger trains in the Japanese capital. Instead of box seats or rows of neighbouring seats, each carriage
is equipped with cushioned benches. In the centre section of the carriage two long benches stretch
alongside the carriage walls below large windows, facing each other. They are separated by a spacious
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aisle for passengers to move through, or to stand in when the train inevitably fills up during rush hour. To
make this easier, straps are hung from the ceiling close to the benches for standing passengers to hold on
to. Metal luggage racks are also found above the benches, but their narrow size and relatively light build
makes them unfit for larger pieces such as bulky suitcases.

The carriage doors are located to both sides of the benches. Next to them, towards the left- and right-
hand ends of the carriage, are two additional, smaller seating areas with cushioned benches. These are
usually designated as priority seating for elderly, pregnant, disabled, or ill passengers. However, it is not
unusual to see commuters who do not appear to belong to any of these categories occupying priority
seats (they often seem keen to avoid eye contact with fellow passengers by burying their heads in a mobile
device or pretending to be asleep). When trains start to fill up, standing passengers quickly gather in the
square-shaped space in front of the automatic carriage doors and between priority seating and centre
benches. As they can easily get in the way of (de)boarding passengers, railway companies encourage
commuters to move further into the carriage through posters and announcements. If passengers cannot
do this because the carriage is already completely crowded, it is common courtesy (and again, encouraged
by railway companies) for passengers who stand directly in front of the doors to step aside, if need be by
briefly joining commuters queueing on the platform. This is meant to speed up the (de)boarding process
and is another example of the code of passenger etiquette in place on Tokyo’s urban railway network.

Tokyo trains are important advertising spaces. On every train, you can see dozens of ‘car cards’, glossy
posters in a landscape format which are slid into frames below the ceiling and above the luggage racks.
This is a prime advertising location: seated passengers — if they are not immersed in a smartphone screen
or book — are likely to look here in order to avoid eye-contact with the commuters on the bench opposite
of them. Even more popular among advertisers are nakazuri, horizontal posters that are hung from the
ceiling above the aisle between benches, because they tend to attract even more passenger ‘eyeballs’,
especially on crowded trains. In addition, there are large stickers next to and on carriage windows and
doors, as well as digital displays showing advertising shorts, news, and transit information above
automatic doors, and, on newer trains, below the ceiling (instead of car cards). This is not an exhaustive
list, but it illustrates that boarding a train in Tokyo means stepping into a vibrant media environment.
You'll see promotions for a frequently-changing array of consumer products and services ranging from
magazines, beauty products, and hair removal services to modern urban ossuaries which allow their
clients to be inhumed together with their pets’ remains. On my train to the city centre however, my eyes
were drawn to a series of five blue car cards above the right-hand priority seating area: colourful
illustrated posters encouraging desirable passenger behaviour. All five of them were in a dark blue colour
scheme with some yellow and white splashed in, and carried simple stylised illustrations of commuters
engaging in behaviours that were presented as problematic. Each poster took up a different kind of
misconduct. A pair of loudly talking passengers. A woman applying make-up on the train. A little boy
climbing onto the carriage seat bench with his shoes on. A wet umbrella dripping onto the carriage floor.
A man littering. Every illustration was accompanied by a white speech bubble with text in deep blue and
red font which clarified the poster message. These car cards are ‘manner posters’: railway company-issued
verbal and visual reminders of good passenger etiquette. They are a frequent sight on Tokyo’s urban
railway network and the media phenomenon | had come to Japan to study.

With the Rapid Limited Express train, the journey from Haneda airport to Nihonbashi station, a centrally
located station close to Tokyo Station and the Imperial Palace, only took 30 minutes. From Sengakuiji
station onwards, the Keikyl Corporation train seamlessly continued as a train on Toei Transportation’s
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Asakusa subway line to facilitate direct train service through strategic sharing of railway infrastructure.
This arrangement, known in Japanese as noriire, is one reason why Tokyo’s urban railway network feels
like an integrated whole even though it really is a patchwork of train and subway lines operated by various
companies. At Nihonbashi station, however, | eventually did need to change trains. | moved through the
station’s underground corridors, the wheels of my suitcase rattling on the concrete floor, though the noise
quickly disappeared into passenger crowd’s echoing sound of the footsteps. Like trains, subway and
railway stations in Tokyo are plastered with posters, but there is a higher share of advertisements by
public organisations rather than private companies, promoting not consumer products but anti-terror and
anti-yakuza? initiatives, or calling for earthquake preparedness and seeking to recruit disaster volunteers.
Posters by railway companies themselves — such as posters advertising special ticket types or promoting
sightseeing locations along the railway network to encourage leisure use of train services — are also
common.

To get to my university guesthouse | had to change to the Tozai Line, one of the city’s most-used subway
lines. As this line is operated by Tokyo Metro, a different company than Keikyd and Toei which run the
Airport and Asakusa lines, | needed to pass another automated ticket gate by tapping my Suica smart card,
like | did when | first entered the train station at Haneda airport. Suica (and the nearly identical Pasmo)
cards are IC cards which function as prepaid tickets and can be charged at station terminals or linked to a
credit card. They are accepted by all major public transport operators in Tokyo and are another reason
why the city’s urban railway network feels like a seamless whole. Sparing passengers the trouble of having
to buy individual tickets, travel cards like these make taking public transport in Japan a smooth and
effortless experience, and, unsurprisingly, have found near universal adoption by passengers since their
introduction. They function as a kind of key to movement not just in Tokyo but in most major urban areas
in Japan, and can also be used for an ever growing range of other commercial activities, such as paying at
vending machines, convenience stores, and gyiddon? restaurants; all of which are ubiquitous in the
Japanese capital.

The next manner poster | spotted addressed the ‘correct’ use of travel cards. Posted on a pillar next to
the Tokyo Metro ticket gate and much larger than the ‘car card’ posters on the Keikyd train, it featured a
cute cartoon drawing of a duck attempting to open the automated ticket gate with an IC card but being
bounced back when the gate remains closed. Five ducklings follow the duck in single file. The first two
bump into the adult duck when it comes to an unexpected stop. The other three offer potential
explanations for what happened: ‘Have you perhaps not properly tapped the sensor?’, ‘Is another smart
card lying on top of it?’, ‘Is there perhaps not enough money on the card? A message below the
illustration read ‘We humbly ask for your cooperation to ensure the smooth use of the automatic ticket
gates’ (sumazu ni jidokaisatsuki wo goriyé itadaku tame ni gokyéryoku wo onegai itashimasu). The poster,
which had been jointly issued by all of Tokyo’s major railway providers, is a visual reminder of the mistakes
passengers can make when using travel cards. It highlights that the smooth operation of the urban railway
network depends on intricate mobility practices.

As | made my way down to the Tozai Line platform, | was surprised by a somewhat disorderly atmosphere
unusual for central Tokyo’s mostly modern and usually clean subway stations. Due to construction work,
parts of the platform were sectioned off with white metal walls on which station staff had pasted paper

1 Japanese organised crime syndicates.
2 A Japanese dish consisting of a bow! of rice topped with beef and onion, alongside potential other toppings.
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notices apologising for the inconvenience caused, warning of dripping water, and asking people not to
stand in certain areas as the ongoing construction work had temporarily narrowed the platform, which
made it easy for waiting commuters to accidentally obstruct the passenger flow. Signs, signs, signs.

The Tozai Line train was just as filled with visual media and advertising texts as the Keikyl/Toei one had
been. Next to the usual promotions of consumer products and services, there were posters advertising an
emergency crisis counselling telephone hotline, an annual nationwide crime prevention campaign, and a
Tokyo Metro initiative seeking to alleviate morning and evening congestion on trains by encouraging
people to commute outside of rush hour through a point-based reward system. There were also
advertisements by a university seeking students and a humanitarian organisation calling for donations, as
well as a text-only, notice-style poster which announced a ticket fare increase due to a tax rise. And of
course there was a manner poster; this time in form of a nakazuri above the aisle. Tokyo Metro is well-
known for its manner poster campaigns and in fact sometimes credited with inventing the genre in the
1970s. Each year, the company issues a new series with a distinct design theme and visual style, with a
new poster coming out each month. The 2019-2020 manner poster series featured drawings by the
successful artist and illustrator JUN OSON?® who also does design work for anime shows and apparel
companies such as Zara. The pastel-toned poster encouraged passengers to offer their seats to passengers
in need, conveying its message through an illustration of a woman yielding her seat to an elderly man,
and the English word ‘SHARE’ written in large, capitalised black letters below it.

| got off at Waseda, a lively university neighbourhood just a few stops from Nihonbashi station, and the
location of my fieldwork accommodation. | had lived in this area for a couple of years before and didn’t
need much time to orient myself. Instead, | took a moment to let the feeling of being back sink in. | looked
around the platform: the place looked very much like | remembered it. Here too, station walls and pillars
were plastered with posters and notices. A larger version of the JUN OSON poster | had seen on the train.
A poster with a cartoonish drawing of a boar which got stuck between carriage doors because it had tried
to rush onto the train at the last minute. A campaign poster highlighting the dangers of traversing station
platforms when intoxicated. Notices explaining which areas of the platform crowd easily and asking
passengers to avoid them. Other components of the station infrastructure too carried inscriptions
instructing commuters in ‘correct’ conduct: to prevent accidents, the platform was separated from the
train tracks through a barrier consisting of automatic screen doors, on top of which were stickers asking
people not to touch or lean over it. In addition, digital screens were integrated into the barrier which not
only displayed the weather forecast and information about upcoming trains, but also animated versions
of manner posters. Again: signs, signs, signs. | had just arrived in Japan a few hours ago, but what | had
come here to study was already all around me.

1.2 Studying manner posters

This thesis is an attempt to make sense of manner poster initiatives by Japanese railway providers. While
such text- and image-based reminders of desirable conduct are, as demonstrated in the above
ethnographic opening vignette, a frequent sight in public transport environments in Tokyo, they are hardly
an exclusively Japanese phenomenon. Instead, posters, signage, and notices proscribing ‘appropriate’ or
‘correct’ conduct are a pervasive presence in the ‘semiotic landscape’ of contemporary cities in general
(Hermer and Hunt, 1996; Jaworski and Thurlow, 2011), and are used by public transport providers around

3 Following Japanese convention, Japanese names are written last name first in the this thesis. This name is an
exception as it is a pseudonym and usually written using Latin script rather than Japanese script.
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the world to promote good mobility practices (Bissell, 2018; Butcher, 2011; Moore, 2010; Ureta, 2012).
However, analyses of the logics of such endeavours as institutional interventions in inappropriate conduct
and organisational attempt to order everyday urban space are rare (but see Lazar, 2003; Padoan, 2014;
Ureta, 2012).

Taking the ubiquitous yet understudied socio-cultural artefact of transit etiquette posters in Tokyo as a
case study, this thesis inquires into the management of everyday (mis-)behaviours in urban public space
through mundane media technologies. | examine posters as semiotic devices that inscribe behavioural
expectations into the urban environment, and analyse the logics driving poster production and
deployment. Accordingly, the thesis presents an exploration of posters as one of the technologies of
‘mundane governance’ enrolled in the management of contemporary urban space and society (Lippert,
2009; Woolgar and Neyland, 2013). Studying urban inscriptions such as manner posters means
highlighting interventions in routine incivilities: efforts to promote and uphold ‘normal’, ‘expected’, and
‘polite’ behaviour in public spaces. Accordingly, it allows us to inquire into the management of ‘minor
deviant acts that are simply inconsiderate or rude’, or behaviours that are otherwise presented as
breaches to group expectations (Phillips and Smith, 2003, p. 85). The thesis thus presents a departure
from prior scholarship on the regulation of urban space which has predominately focused on the
governance of behaviours that are considered criminal, criminogenic, or otherwise harmful (Atkinson and
Millington, 2019), such as by examining endeavours by urban authorities to safeguard urban ‘order’,
believed to be ever in danger, through regulatory technologies like policing, surveillance, or by-laws
(Burney, 2009; Fassin, 2013; Millie, 2009; Norris and Armstrong, 2010).

In the remainder of this introductory chapter, | will first discuss why Tokyo’s public transport
environments provide a good case study for sociological explorations of the management of mundane
misconduct in contemporary cities. This justification is followed by a discussion of the thesis’ research
guestions and scholarly contribution. | will conclude with a brief overview of the thesis structure.

1.3 Why focus on urban public transport environments?

Public transport environments are a logical geographic choice for studying routine incivilities. The above
described emphasis of (semi-)criminal and harmful behaviour in the ‘urban misconduct’ literature has led
most prior scholarship to focus on disadvantaged inner-city areas. Contrary to this, Smith, Phillips and King
(2010, p. 6) have argued that a sociology of ‘mundane’ forms of deviance such as inconsiderate and rude
behaviour needs to turn its attention to quotidian public spaces such as supermarkets, car parks, and
public transport settings. Accordingly, the management of commuter conduct presents an ideal case study
for an inquiry into the regulation of routine incivilities.

Mass transit environments such as train stations and subway carriages are ‘quintessentially urban space[s]’
in which passengers ‘move with others’ and are always faced with the task of managing contact with
strangers (Benediktsson et al., 2018, p. 2; Bissell, 2016). This forced proximity to other transport users
begets an inherent potential of discomfort and vexation. Passengers on public transport might be
subjected to a range of inconsiderate misbehaviours such as co-passengers cutting in line or occupying
multiple seats. The risk of experiencing nuisance is only amplified by the fact that urban transit brings
together highly diverse individuals with disparate mobility goals (e.g. work commute or day trip) who have
to endure each other’s company until they alight (Moore, 2012; Smith and Clarke, 2000; Symes, 2007). It
is thus not surprising that public transport spaces have been identified as one of the key sites in which
urban dwellers encounter ‘rude strangers’ in their everyday lives (Smith, Phillips and King, 2010).
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Indeed, in the early days of modern mass transit, the social mixing of passengers from different
backgrounds — particularly in terms of gender and class — frequently gave rise to moral anxieties and
concerns (Belenky, 2020; Bieri and Gerodetti, 2007; Zunino Singh, 2017). For example, public transport
environments were framed as ‘space[s] of moral dangers for respectable women’ (Belenky, 2020, p. 136),
which facilitated the emergence of discourses problematising inappropriate passenger conduct, such as
by instructing women how they should position their legs on the tram, and teaching ‘male passengers
how to behave’ in front of, and ‘in relation to female passengers’ (Zunino Singh, 2017, pp. 86, 91). In
addition, etiquette infractions such as intoxicated and rowdy behaviour does not just threaten the ‘moral’
organisation of transit spaces, but also their technological order. The safe and efficient operation of the
transport system is always at risk of being upset by delays or accidents, leading public transport providers
to engage in various initiatives and endeavours to protect the smooth operation of public transport.

To put it briefly, public transport environments are ‘quintessentially’ urban spaces in which there is a high
likelihood of encountering deviant, uncivil, or otherwise ‘problematic’ behaviour, and which are thus
shaped by a strong need to manage everyday conduct.

1.4 Why focus on Tokyo?

Home to more than 30 million people, the Greater Tokyo area” is one of the most densely populated urban
agglomerations globally. It is traversed by 2500 km of train tracks which are operated by multiple public
transport providers, making it one of the world’s most extensive urban railway systems. Tokyo’s railway
system is essential for the operation of socio-economic life in the city. Millions of people living in and
around Tokyo depend on the urban rail network for work and private purposes alike (Negishi and Bissell,
2020; Pendleton and Coates, 2018), with trains accounting for 95 per cent of all trips in central Tokyo
(Enoch and Nakamura, 2008). In total, about 15 billion passenger journeys are made on Greater Tokyo’s
railway system every year (MLIT, 2020b). Unsurprisingly, Tokyo’s train and subway stations frequently
make it onto lists of the ‘world’s busiest stations’ circulating online and in other media (JapanToday, no
date; Railway Technology, 2012; WorldAtlas, 2019). Shinjuku station in particular frequently receives
media attention as, officially, the ‘world’s busiest station for passenger use’ with more than 3.5 million
passengers every day (Guinness World Records, 2021). The sheer scope of Tokyo’s railway system and the
central role it plays in the operation of everyday life in the city thus make it a well-suited choice for studies
of urban mobility (see Chowdhury and McFarlane, 2021; Negishi and Bissell, 2020).

Another reason for the chosen geographical focus is the frequency, design, and scope of manner
improvement initiatives by Tokyo railway companies. As will be discussed in-depth in Chapter 5, Japanese
public transport etiquette posters have a history of at least 100 years, and are the go-to tool of choice for
transport provider interventions in passenger behaviour. In other words, manner posters are not the
product of a temporary company policy, but a regular sight for passengers on Tokyo’s railway network
and stable fact of urban life. In fact, manner posters are part of a larger semiotic landscape of regulation
in the city. Signs, posters, and other semiotic devices appealing to ‘proper’ conduct are omnipresent in

4 The population of Tokyo varies greatly depending on which geographic definition of the Japanese capital and the
surrounding (sub)urban sprawl is applied. In this thesis, | define the Greater Tokyo as the area in a 50 km radius from
Tokyo station as this definition is frequently used by Japanese railway providers and government authorities alike
(e.g. Statistics Bureau of Japan, 2015). Other definitions, also used by government authorities, count larger parts of
the neighbouring prefectures and put the population number even higher (for example MLIT, 2020a states a
population of ca. 44 million for the Tokyo region).
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Japanese cities and employed in various areas of urban governance ranging from trash disposal to crime
prevention (Bayley, 1991; Coates, 2015; Schimkowsky, 2021a; Sugimoto, 2014; Wetzel, 2010). Japanese
manner posters further stand out due to their design. Posters’ verbal-visual content frequently diverges
from the official and standardised format commonly employed by proscription and prohibition signage,
and instead integrates elements of ‘semiotic play’ (Lazar, 2003, p. 212) and makes use of ‘soft’ messages
‘that appeal to peoples’ hearts’ (Asahi Shimbun, 2009). Accordingly, manner posters are evidence of an
‘conversationalisation’ of public discourse that has the potential to mask power differences between the
audience and the issuing authority (Fairclough, 1994; Kress and van Leeuwen, 2006, p. 90). Japanese
manner posters also provide a promising case study because of the wide array of behaviours that are
addressed through them. Transit etiquette posters issued by Japanese public transport providers are not
limited to basic mobility skills such as ‘correct’ boarding practice, but present reminders of minute
boarding etiquette that extent to the ‘right’ way of holding your smartphone or carrying your backpack
on a crowded train. Accordingly, Japanese manner posters not only target dangerous or formally
prohibited behaviours but proclaim a meticulous code of urban conduct. This integration of mundane
micro-behaviours into the scope of regulatory targets positions Tokyo as an ideal case study for analysing
the management of mundane incivilities in urban spaces. While posters or signage encouraging good
transit etiquette and passenger behaviour can be found in public transport systems around the world
(Bissell, 2018; Butcher, 2011; Moore, 2011; Symes, 2015; Ureta, 2012), the scope of Japanese manner
posters makes them a particularly conspicuous example of mundane urban governance. Etiquette
initiatives by Tokyo public transport providers are thus well-suited for explorations of larger sociological
puzzles.

Finally, there is also a personal reason for the chosen geographical focus. Having spent five years in the
city during my undergraduate and postgraduate university education, Tokyo’s cityscape has inspired and
influenced much of my sociological imagination. Experiences on Tokyo’s transport network in particular
repeatedly sparked moments of anthropological reflection. During my first stay in the city, | was struck by
the relative silence of Tokyo’s packed morning commuter trains: so many people, yet — for the most part
of the journey —the only noise was the droning sound of the speeding carriage and the occasional onboard
announcement. On an afternoon train a few years later, | felt embarrassed when a foreign visitor | was
showing around hungrily gulped down an onigiri rice ball, and a Japanese co-passenger sitting nearby
looked at us disapprovingly and changed seats. As an exchange student living in Tokyo, train rides around
the city thus offered moments of insight into the workings and behavioural expectations of Japanese
society. Rather than mere observations of a newcomer to the country, these cultural encounters can be
easily connected to the central position trains occupy in the Japanese national and urban imagination.
There is a near innumerable list of Japanese publications about urban railways, ranging from guides
advising passengers how best to spend their commute or secure a seat during rush hour to literary and
philosophical reflections (see Freedman, 2011; Pendleton and Coates, 2018). Matters of passenger
etiquette, too, are a reoccurring topic in public discourse, and are regularly discussed in newspaper
columns or on social media: sometimes merely to vent complaints, sometimes to criticise the moral state
of Japanese society at large. In other words, Tokyo’s urban railway system offers a useful vantage point
for scholars to ‘think from’ — about Japanese cities and society, but also about broader sociological and
anthropological questions (Pendleton and Coates, 2018).
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1.5 Research questions and scholarly contribution

This thesis inquires into mundane discursive and semiotic strategies of maintaining public order by taking
up the example of manner posters in urban transport spaces in Tokyo. It is guided by two overarching
research questions:

1) Why has mundane passenger (mis)behaviour become the target of company-led regulatory
initiatives?

2) What does the textual-visual style of regulatory signage reveal about the governance of
conduct in urban public space?

The underlying theme uniting these two questions is an interest in the logics driving (media-based)
institutional interventions into everyday conduct in contemporary cities. The thesis asks how manner
posters developed as a genre of public communication, which behaviours are taken up by posters and
why, and which considerations shape posters’ design conventions. | will suggest that the answer to these
guestions can be found in railway companies’ pursuit of a ‘comfortable’ railway journey and corporate
perceptions of the demands of company-customer interaction. Accordingly, | largely refrain from an
interpretation of manner posters and the management of passenger etiquette as an expression of social
control, surveillance, or a ‘mobile panopticon’ (Negishi, 2016; Padoan, 2014, p. 590), and instead delve
into emic understandings of manner improvement efforts. The thesis argues that regulatory intent alone
cannot fully explain the diverse ways in which private and public actors intervene in public conduct.
Although playful appeals to good passenger etiquette can be easily perceived as a subtle disciplinary
technology, | will demonstrate that the principal concern guiding the production and deployment of
manner posters is not regulatory will, but corporate consideration of customer satisfaction, sensibilities,
and comfort. In other words, | argue that the answer to the above listed research questions can be found
in manner posters’ function as a technology of customer service.

While etiquette posters and passenger misbehaviour are common phenomena in urban public transport
spaces worldwide, they have rarely been the focus of dedicated social science study. In lieu of an
established body of topical research | could rely on, this thesis draws on an eclectic mix of literature from
across the social sciences and beyond. As will be further discussed in Chapter 3, this thesis is situated at
the intersection of four loosely defined bodies of scholarship: 1) routine incivilities and their regulation,
2) the production and regulation of urban mobilities, 3) sighage in urban space, and 4) research on urban
railways in Japan. Accordingly, the thesis advances our understanding of multiple areas of research.
Among several, its key contributions to the literature are that it provides insights into 1) everyday
misconduct and its management in contemporary urban spaces, as well as the rationales that guide it, 2)
the process through which passenger conduct and interaction becomes the subject of transport provider
interventions, 3) the use of semiotic devices such as posters and signage as means of mundane
governance, and 4) manner posters as a central component of the semiotic landscape of Japanese cities
(see Chapters 3 and 9 for a more in-depth discussion of the thesis’ contributions to the literature).

1.6 Thesis structure

This thesis is organised into three parts which contain nine chapters. Following this introduction, Chapter
2 will explore key terms and concepts that | refer to throughout the thesis, thus introducing the reader to
key terminology. Chapter 3 will build on this with an in-depth discussion of the extant related scholarship,
laying the foundation for my empirical analysis by introducing prior research on routine incivilities, urban
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mobilities, urban signage, and urban railways in Japan. It will highlight that there is a lack of research on
the regulation of everyday misconduct and the employment of semiotic devices as a means of mundane
urban governance — a shortcoming that this thesis seeks to address. Afterwards, Chapter 4 will introduce
my methodological approach. It will discuss expert interviews, archival research, ethnography, and visual
analysis (i.e. multimodal and quantitative visual content analysis) as key methods employed during
fieldwork. The chapter will also detail the rationale that guided my methodological choices and discuss
ethical considerations and challenges encountered during fieldwork. These four chapters thus lay the
groundwork for my subsequent analysis and together constitute Part | of the thesis.

’

The following three empirical chapters will explore different aspects of Japanese urban railway companies
use of manner posters to manage passenger conduct. First, Chapter 5 will introduce the phenomenon of
manner posters through a discussion of their textual structure and their socio-cultural history as a genre
of public communication. Based on archival research, the chapter demonstrates that the history of
manner posters can be traced back to at least the Taisho era (1912-1926). It further argues that the
development and proliferation of the genre needs to be understood in the context of changes in the
Japanese railway and advertising industries and underlying socio-cultural transformations such as
urbanisation and economic growth. Specifically, it points to an intensification of efforts by railway
companies to improve the quality of public transport, advances in graphic design, and changes in
dominant approaches to public communication as factors that spurred the development of manner poster
initiatives.

The following chapter, Chapter 6, will shift the analytical focus to the logics of poster production and
deployment. The chapter draws on archival research and expert interviews with individuals involved in
commissioning and creating manner posters to examine the corporate considerations shaping poster
production and design. It discusses targeted behaviours, design considerations, and corporate
perspectives on posters’ effectiveness to argue that — contrary to prior research which positions media
interventions in passenger conduct as a form of disciplinary strategy — railway companies primarily
conceptualise manner posters as a technology of customer service. It will demonstrate that corporate
concern for customer sensibilities is at the heart of poster production and shapes their content and design.
Posters’ regulatory potential is curtailed by their customer service function and the requirements of
company-customer communication.

Chapter 7 explores posters as visual media artefacts and zooms in on their semiotic structure and design
conventions. Drawing on a multimodal content analysis and a supplementary quantitative visual content
analysis of Japanese manner posters, it identifies practical design techniques employed to solicit desirable
mobility practices while simultaneously protecting customer sensibilities. It sets out by demonstrating
that poster campaigns must rely on persuasive design (instead of formal prohibition) due to the nature of
the targeted behaviours. Examining character figuration, the chapter then shows that posters employ
recognisable character roles to increase the salience of their manner message. Following this, it analyses
posters’ perspective, drawing style, and geosemiotic qualities to establish that message salience is further
heightened by citing actual commuter experiences as a visual frame of reference. Finally, the chapter
discusses three sets of graphic strategies posters use to frame passenger behaviour as problematic.
Chapters 5-7, collectively forming Part Il of the thesis, will be bracketed by a brief preamble and coda that
comment on methodological and analytical interrelations and interdependencies among the three
empirical chapters to alleviate potential shortcomings of the paper-based format (see Note to the Reader
at the beginning of this thesis).
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The subsequent Part lIl of the thesis will reflect on the study as a whole. A common theme that will emerge
from Chapters 5-7 is that the design and deployment of manner posters is not primarily shaped by
regulatory will, but rather by corporate considerations of customer service and comfort. Anticipating
doubts readers might have regarding this admittedly counter-intuitive interpretation of manner poster
campaigns, the penultimate Chapter 8 will qualify and defend my argument through a critical reading of
alternative interpretations of manner posters as a form of social control driven by disciplinary desire. The
concluding Chapter 9 will revisit the research questions introduced in the current introduction and review
the thesis’ findings. It will situate the study in the context of the broader academic literature and discuss
its main contributions and impact. Finally, it will reflect on the thesis’ limitations, and identify potential
avenues for future research.
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Chapter 2 Key terms and concepts

This chapter will explore seven sets of key words and concepts that | refer to throughout the thesis and
that underlie its reasoning. Next to introducing readers to essential terminology, the below overview also
lays the groundwork for a more in-depth discussion of related prior scholarship in the following chapter.
As questions of inappropriate and inconsiderate passenger conduct in public transport are at the heart of
this thesis, | will start by discussing manners, etiquette, and civility as well as behaviour in public and the
urban public order. This is followed by a discussion of the sibling concepts deviance and incivility.
Subsequently, | will introduce readers to sociological ways of understanding societal reactions to
misconduct through a discussion of social control and governmentality, as well as thinking on semiotics,
signs, and signage. Finally, | will explore mobilities and passengers and customers and customer service as
key concepts essential for understanding the specific urban mass transportation context of the thesis.

2.1 Manners, etiquette, and civility

The term ‘manners’ refers to ‘patterned interactions, prevailing norms and customs, and contextually
dependent and socially anticipated behaviours’ (Voyer, 2018). It is closely connected to the narrower
notion of ‘etiquette’ which describes ‘more formally codified standards of behaviour’ (Voyer, 2018). Both
manners and etiquette refer to shared socio-cultural codes of polite, considerate, and appropriate
behaviour. They detail rules and norms of public conduct and comportment such as those relating to
bodily functions, appearance, and language use, and have been identified as important components of
everyday social interaction (Goffman, 1963, 1971). Notably, manners and etiquette can be understood as
connected to morals: exercising good manners means treating others with respect, which in turn means
acknowledging their dignity. However, manners remain distinct from the concept of morals: manners’
primary objective is ‘to encourage us to make ourselves agreeable’ (Buss, 1999, pp. 797—798). Accordingly,
they do not require people to act from ‘good will’; rather it is more important to ‘[appear] to be good
willed’ (Buss, 1999, p. 798).

Etiquette and manners are closely related to the concept of civility: a code of behaviour ‘that calls to
respond to others in a respectful way’ (Eicher-Catt, 2013, pp. 1-2). Like manners and etiquette, ‘civility’
and associated terms such as ‘civilised’ convey a sense of orderly and good behaviour and attitude.
Interestingly, early conceptualisations of the term viewed civilised individuals as ‘those who are fit to live
in cities’ and contrasted them with ‘barbarians’ (Kesler, 1992, p. 58; Peck, 2002, p. 359; Sifianou, 2019, p.
54). Accordingly, early understandings of the term can be interpreted as referring to the ability to adhere
to codes of cultured urban conduct.

Scholarly discussions of civility, etiquette, and manners are often closely linked. This is particularly evident
from Norbert Elias’ (2000) two volume work The Civilizing Process which is based on a study of etiquette
books and presents an important starting point for sociological studies of manners, etiquette, and
(in)civility alike (Flint, Kruithof and Powell, 2015; Smith, Phillips and King, 2010; Wouters, 2007). The
Civilizing Process examines the gradual transformation of attitudes and expectations towards
interpersonal conduct, bodily functions, and emotions in European societies between the Middle Ages
and the end of the 19%" century (van Krieken, 1998). It argues that the behavioural expectations governing
everyday life (e.g. table manners, natural bodily functions) became increasingly refined as time progressed
and identifies heightening social sensitivities of embarrassment and revulsion that led to the segregation
of ‘shameful’ or ‘distasteful’ acts (e.g. defecation, social intercourse) from public life (van Krieken, 1998,
p. 92; Wouters, 2007). In other words, the civilising process is characterised by an increasingly demanding
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and differentiated code of conduct (van Krieken, 1998). It is further shaped by a shift from external social
constraints (Fremdzwang) to a habitus of ‘automatic self-restraint’ (Selbstzwang) and peoples’ adoption
of a reflexive approach to understanding their actions and social interrelationships (van Krieken, 1998, pp.
94-101; Treibel, 2008). Through the civilising process, humans learned to subordinate their impulses to
rational thought and foresight, and to manage their emotions and conduct in variegated social contexts,
adjusting them to the demands of the situation at hand (van Krieken, 1998; Treibel, 2008; Wouters, 2007).

While Elias” work on the civilising process has been criticised for featuring Eurocentric stereotypes and
ideology (Pepperell, 2016), Eliasian studies of the gradual transformation of manners and sensitivities are
ongoing in contemporary social science scholarship. For example, Wouters (2007) has continued Elias’
work by tracing the development of manners and emotions from 1890 to the end of the 20" century. He
argues that — following the long-term process of formalisation identified by Elias in which a growing
number of behaviours were subjected to increasingly strict regulation (Wouters, 2007, p. 30) — in the 20"
century, European societies experienced several spurts of informalisation during which manners became
more relaxed, subtle, and varied (Wouters, 2007, p. 209). Wouters (2007, p. 176) further observed a phase
of reformalisation of manners and etiquette towards the end of the 20™ century which saw a re-
emergence of ‘strictness, hierarchy, and consensus’ in dominant manner regimes.

The term manners is used in this thesis not just as an analytical sociological category (see above) but also
to express an emic concept. Japanese language has adopted ‘manners’ (mana) as a loan word which has
been commonly used in everyday language since at least the 1980s (Bardsley and Miller, 2011). Like it’s
English origin, the Japanese word mand can describe both ‘moral character [...] and one’s ability to execute
protocol’ (Bardsley and Miller, 2011, p. 5). Notably, the Japanese term mand is not just invoked to discuss
matters of etiquette but also to describe the ‘correct’ way of doing something. Accordingly, the manner
posters (mand posuta) that are the subject of this study can be understood as concerned with the ‘right’
way of using public transport. The thesis thus focuses on behavioural norms relating to conduct in public
transport spaces such as trains and subway stations. It explores the management of passenger manners
and the promotion of desirable transit etiquette, and zooms in on mass transport environments as one of
the key locales of everyday urban life where behaviour in public becomes problematic (see de Regt, 2015;
Smith, Phillips and King, 2010). This focus on inconsiderate, impolite, or otherwise inappropriate
passenger behaviour brings us to the notions of deviance and incivility. First however, | will briefly discuss
behaviour in public and the urban public order as something that is facilitated by manners, etiquette, and
civility.

2.2 Behaviour in public and the urban public order

The behavioural expectations that are implicit in the concepts of manners, etiquette, and civility are
crucial to understanding how social interaction and everyday urban life are ordered in public spaces.
Unsurprisingly, they present important themes in microsociological studies of behaviour in public, such as
those inspired by the work of Erving Goffman. Goffman developed a rich analytical vocabulary for the
study of human conduct in public spaces, coining expressions such as ‘civil inattention’ — a deferential
strategy for accommodating strangers or the unexpected (Goffman, 1963) — or ‘territories of the self’ and
their violation through intrusion, transgression or defilement (Goffman, 1971). His work helps us
understand how individuals conduct themselves in public and achieve mundane tasks such as walking or
waiting (Crossley, 1995). The examination of social rules that ‘constitute the structure of social interaction’
and their different manifestations (e.g. expectations, obligations or constraints) is an underlying theme in
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Goffman’s work (Manning, 1992, pp. 73-76). Notably, the rules of interaction described by Goffman do
not produce social order through coercing specific behaviours but are instead part of the processes by
which social order is performed (Manning, 1992, p. 10).

Urban sociology provides a further source of insight into the rules governing behaviour in public. The
intensification of urbanisation processes in the 19" century brought with it a dramatic transformation of
human life worlds. Urban environments — characterised by size, speed, anonymity, and the adaption of
human habits — became the focus of rich scholarly analysis. Investigations of urban life are frequently
traced to Georg Simmel whose Metropolis and Mental Life inquired into the relation between the urban
environment and city residents’ character dispositions. Simmel observed that the increased sensory
stimuli of city life lead urban dwellers to acquire blasé attitudes and be more guarded towards their fellow
men than rural residents (Simmel, 1995 [1903]). This has become an important analytical starting point
for scholars of urban modernity who view managing exposure to strangers and (potentially) undesired
sensations and experiences as a core challenge of city life. Simmel’s work further stressed the importance
of punctuality, calculability, and exactness for the organisation of urban life (see Jensen, 2013, p. 71;
Simmel, 1995).

The study of behaviour in public has been continued by Lyn Lofland (1973, 1998) who built on both
Goffman and Simmel to examine how urban dwellers navigate everyday life in the city as a ‘world of
strangers’. While throughout much of (pre-)history humans lived in small settlements which allowed
individuals to be acquainted with most of the people they encountered, urbanisation made contact to
strangers the norm (Lofland, 1973, p. 4). Due to the size of cities, urban dwellers have no personal
knowledge of the majority of others with whom they share a space (Lofland, 1973, p. 3). Urban public
space is a unique ‘social-psychological environment’ which is inhabited by strangers who only know
another ‘in terms of [...] nonpersonal identity categories’ (Lofland, 1998, pp. xi, 9). Accordingly, urban
environments require specific practices of sharing a habitat with unknown others. Lofland identifies
several techniques, knowledges, and processes that ‘order’ urban public space and address the challenges
of everyday contact with strangers. For example, city life has given rise to different ways of ‘ordering’ the
urban population. Urban dwellers are embedded in processes of appearential and spatial organisation
that allow individuals to gauge fellow city residents based on their appearance and location (Lofland, 1973,
p. 22ff). The importance of these modes of urban organisation has changed over time and socio-technical
developments have caused a shift from widespread appaerential ordering to a relative dominance of
spatial ordering in the modern city (Lofland, 1973, p. 57ff).

Socio-technical developments also led to broader changes in the urban order. In the preindustrial city,
public space was characterised by the broad scope of its uses. Public space was ‘nonspecialized’ and
simultaneously a site of diverse activities such as defecation, education, or punishment (Lofland, 1973, p.
37ff). In contrast to this ‘spatial integration of activities’>, many of the acts that previously occurred in

51t is debatable whether this argument of ‘spatial integration’ in pre-industrial cities holds up in cross-cultural
comparison. Scholars have shown that the urban governance of Edo, Tokyo’s pre-modern predecessor, was
characterised by high levels of spatial control (Sorensen, 2002, p. 24). Classes (and by extension, land-use) were
spatially segregated: samurai, commoner, and temple quarters were clearly divided, administrated separately, and
different districts often cut off by gates, moats, and rivers (Sorensen, 2002, pp. 18, 23-25). Another example of this
spatial ordering of urban life in Edo is the restriction of all (licensed) female sex work to Yoshiwara in the early 17t
century, a walled-off brothel quarter in the outskirts of the city with a single, permanently guarded entrance that
the indentured women who worked there were not allowed to leave (Stanley, 2012, pp. 45-46, 50). In other words,
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public are now confined to private or specialised spaces. Modern cities are characterised by a designation
of specific times and places for different kinds of persons and activities (Lofland, 1973, p. 67). In other
words, dominant understandings of ‘appropriate’ public conduct are increasingly spatially and temporally
defined. Lofland argues that ‘appropriate’ behaviour in public is a skill that is acquired in processes of
‘urban learning’, such as the acquisition of categorical knowledge through which to read the conduct and
appearance of others as well as a practical knowledge of what behaviour, dress, and position in space are
acceptable or desirable in a given situation (Lofland, 1973, p. 97). Furthermore, Lofland analyses
techniques that allow individuals to maintain privacy in public, such as through body management (e.g.
minimising body and eye contact; Lofland, 1973, p. 151ff), or temporarily transforming public space into
private space by creating (mobile) ‘home territories’ (Lofland, 1973, p. 118ff).

In her later work, Lofland (1998) expands her examination of urban public space which she now refers to
as the ‘public realm’. The public realm is shaped by normative systems that secure the ‘orderliness’ or
‘patternedness’ of urban dwellers’ behaviour (Lofland, 1998, p. 25). Behaviour in public is governed by
‘principles of stranger interaction’ such as cooperative motility and civility toward diversity. While such
rules do not simply determine behaviour, knowledge of them does contribute to the production of social
outcomes such as privacy, sociability, or territorial defence (Lofland, 1998, p. 34). Accordingly, Goffman’s,
Simmel’s, and Lofland’s descriptions of the underlying microsociological mechanisms at work in ordering
urban life and behaviour in public are in line with notions of manners, etiquette, and civility. In the
following section, we will turn to the transgression of these behavioural expectations in form of
manifestations of deviance, disorder, and incivility in the city.

2.3 Deviance, disorder, and incivility

The term deviance refers to deliberate and unintentional divergences from societal norms defined by
folkways, mores, laws, or taboos beyond what is considered acceptable by a group or population (Lugosi,
2019; Thompson and Gibbs, 2016). Norm violations can consist of attitude, behaviour, or (physical or
mental) conditions (Adler and Adler, 2014). Accordingly, it can be both something that is ‘ascribed’ to
people (e.g. physical conditions) or something they ‘achieve’ (e.g. acts) (Curra, 2015, p. 126; Mankoff,
1976, pp. 241-242). Not all norm violations are automatically considered expressions of deviance.
Transgressions are only viewed as deviant when they exceed a tolerance threshold and ‘there is a
probability of a sanction being applied’ (Meier, 2019, p. 29; Thompson and Gibbs, 2016). Accordingly,
deviance is not an absolute, but a gradual phenomenon: its ‘degree’ is indicated by its likelihood to attract
a sanction as well as the sanction’s intensity (Goode, 2015, p. 4). Whether a norm transgression is
considered deviant commonly depends on the involved actors, culture, time, place, and situation, thus
indicating that deviance is a fundamentally relative phenomenon (Thompson and Gibbs, 2016). Put
differently, most norm violations only become transgressive in specific settings and situations (Curra, 2015,
pp. 16-18).

This contextual understanding of norm transgressions is reflected in interactionist and constructivist
perspectives on deviance. Opposed to positivist approaches which view deviance as an objective fact and

Yoshiwara was a ‘formalized site of recreation’ and an ‘official site of alterity’ (Screech, 2020, pp. 185-187). While
the establishment of the Yoshiwara quarter traces back to a suggestion by enterprising brothel owners, the ruling
shogunate soon realised that the establishment of a designated pleasure district, as strategy of containment and
surveillance, served to uphold social and political order, and similar quarters were founded in other large cities in
Tokugawa era Japan (Stanley, 2012, pp. 47-50).
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seek to explain why some individuals, in some circumstances, engage in deviant behaviour, interactionist
and constructivist approaches see deviance as socially constructed and ask how certain behaviours or
characteristics come to be stigmatised (Goode, 2015). Interactionist perspectives posit that societies
‘create deviance by making the rules whose infractions creates deviance’ (Becker, 1973, p. 9). Becker
emphasises that rules and, by the same turn, deviance are not natural occurrences, but the products of
social processes. He describes rule creation and application through a three-step model of value, rule, and
enforcement, and argues that rules commonly originate in societal values. On their own, values are
frequently insufficient as guides of human conduct or basis for policing behaviour: not only do individuals
hold several conflicting values, but, more fundamentally, their vague and general character means they
are of limited use in the diverse situations that make up everyday life. To guide or regulate behaviour in
specific situations, more concrete rules need to be deduced from values. Rule creation is no easy process.
Because of values’ inherent ambiguity, different rules can be formulated based on them. Furthermore,
rules might contradict rules deduced from other values. Accordingly, rules are not a natural occurrence,
but the product of a deliberate process of rule production prompted by a specific problem or situation.
Rules, in other words, ‘do not flow automatically from values’ — and in some cases are only tied
retroactively to them (Becker, 1973, p. 132). The sequence value — rule — enforcement is not an automatic
or inevitable process, but a purposive pursuit.

Rules, then, are the result of initiatives by social actors. Becker dubs these actors moral entrepreneurs,
‘for what they are enterprising about is the creation of a new fragment of the moral constitution of society,
its code of right and wrong’ (Becker, 1973, p. 145). He distinguishes between two kinds of moral enterprise:
rule creation and rule enforcement (Becker, 1973, p. 146). Rule creators bring a conduct or condition they
deem problematic to the attention of wider society, and push for regulation. Becker describes rule
creators as moral crusaders who are genuinely disturbed by a certain issue, and passionate about their
regulatory and reformative pursuit. However, the success of processes of rule creation frequently also
relies on the support of actors with instrumental motives. For example, the prohibition of alcohol in the
United States in the early 20'" century was backed by industrialists who hoped prohibition would lead to
more docile labourers (Becker, 1973, p. 149). Still, rule creators themselves are usually ‘more concerned
with ends than with means’ and rely on professionals to draw up and implement rules (Becker, 1973, p.
152). This brings us to second category of moral enterprise, that of rule enforcement.

The mere existence of a rule does not ensure its automatic application. Like rule creation, rule
enforcement is an ‘enterprising act’ that requires proactive policing. This task is often taken up by
organisations (e.g. police authorities or other government bodies), thus resulting in the institutionalisation
of the moral enterprise. Notably, rule enforcers tend to be less passionate about the rule content than
rule creators. Their engagement with deviance is not that of a moral crusader, but that of a working
professional. As the task of rule enforcement provides organisations such as the police with a ‘raison
d'étre’, they must simultaneously demonstrate their usefulness and emphasise that the problem persists
despite their best efforts (Becker, 1973, pp. 156—157). Rule enforcement is often selective in terms of
policed subjects and situations. Since rule enforcers’ resources are limited and they usually do not share
the moral passion of rule creators, enforcers regularly exercise discretion when applying rules and tend
to police deviance according to their own priorities and perceptions of the severity of transgression, as
well as the requirements and constraints of their work situation. Becker’s contribution to the sociology of
deviance thus highlights the definition and regulation of transgressions as inherently social processes.
Rules and deviance, two sides of the same coin, are ‘always the result of enterprise’ (Becker, 1973, p. 162);
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an enterprise that can be tied to both moral fervour and private interests. It is not a natural process, but
a deliberate endeavour that defines certain forms of conduct as deviant. When successful, such moral
enterprise leads to the creation of a new rule, and with it, of rule transgressors as a new group of outsiders
(Becker, 1973, p. 155).

Mary Douglas’ (2001 [1966]) work on pollution and taboo provides an important corollary to the
previously mentioned constructionist perspectives on deviance by highlighting the importance of context
in defining norm transgressions. Positioning dirt as ‘matter out of place’, Douglas (2001, pp. 36—38) argues
that definitions of dirt are always context-depended. Things are not ‘dirty in themselves’, but only when
they are in the wrong place at the wrong time (Douglas, 2001, p. 37). For example, soup is considered
‘food’ when in a bowl on the dinner table but becomes ‘dirt’ when spilled on one’s clothes. Similarly, shoes
are unproblematic when worn outside but become ‘dirty’ when worn in bed. Definitions of dirt always
depend on a prior system of classification of what belongs where. It is transgressions of such classificatory
systems that become sources of pollution (Douglas, 2001, pp. 36—38).

In urban contexts, deviance is often framed as ‘disorder’. Disorder includes physical deterioration (e.g.
litter, graffiti) and ‘social nuisances’ (e.g. panhandling, public urination) (Hinkle, 2014, p. 213). Compared
to deviance, a term usually invoked to discuss ‘abnormal’ attitudes, behaviours, or conditions of
individuals and groups, the term disorder is primarily used to refer to an accumulation of experiences of
deviance and ‘dirt’ in a specific place. ‘Disorder’ has a decidedly spatial dimension, referring for example
to certain neighbourhoods or streets. The study of urban disorder is fundamentally shaped by the broken
windows thesis (Wilson and Kelling, 1982). Following this thesis, residents become fearful if ‘disorder’ in
a neighbourhood is left unchecked. This in turn causes community decline and facilitates the proliferation
of crime. All instances of disorder are inherently dangerous — litter and graffiti are not just potential
sources of aesthetic displeasure, but are seen as carrying within them essential threats to urban order
itself. Accordingly, there is a need to police even minor instances of ‘disorder’ in the city to ward off bigger
dangers (Hinkle, 2014, pp. 213-214). Notably, academic discussions in a ‘disorder’ and ‘broken windows’
framework tend to be much more positivist than the above mentioned constructivist and interactionist
approaches to understanding transgressions of the urban order. While the broken windows thesis has
proved highly influential in both academia and urban policy (Sampson, 2009a), its empirical validity is
controversial (Harcourt and Ludwig, 2006; Hinkle, 2014). Post-broken windows thesis views on urban
disorder recognise that cues of disorder might be perceived and interpreted differently by different urban
residents (Innes, 2004; Sampson, 20093, p. 10). The same instance of disorder might be problematic — or
salient — only to some people. Perceptions of disorder are always socially mediated and shaped, for
example, by the ‘racial, ethnic and class composition’ of a neighbourhood (Sampson, 2009b, p. 15, 2009a).

Deviance and crime are often conflated in public and academic discussions (Goode, 2015). Accordingly,
the sociology of deviance is frequently understood to be primarily about crime (Downes, Rock and
McLaughlin, 2016). However, crime is better understood as a sub-type of deviance that is defined by the
violation of societal norms enshrined in law (Goode, 2015, p. 25). Most forms of deviance are not criminal
(Goode, 2015, p. 7), and instead involve the transgression of manners, etiquette, and other ‘informal
folkways and mores that govern our everyday behaviours’ (Thompson and Gibbs, 2016, p. 16). It is these
mundane forms of deviance that this thesis will focus on. A useful way of describing such everyday norm
infractions can be found in the antithesis of the above discussed notion of civility: incivility. Like in the
case of deviance, there is a tendency to understand incivility as (semi-)criminal transgressions of formal
legal norms. Often used interchangeably with the term ‘anti-social behaviour’, ‘incivility’ is frequently
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invoked in political and scholarly discourses to describe physical or social disruptions of the urban order
that are perceived as threating, criminogenic, or as an indication that an area is in decline (e.g. vandalism,
graffiti). Opposed to this, scholars such as Philips and Smith (2003, p. 85, 2006; Smith, Phillips and King,
2010) have argued for a broader sociological conceptualisation of incivility that focuses on ‘minor deviant
acts that are simply inconsiderate or rude’. Rather than violations of a legal code, these are subjective
transgressions of manners, etiquette, or an ‘urban code’, and encompass a diverse array of seemingly
trivial behaviours and incidents such as shoving, queue jumping, littering, or the inconsiderate use of seats
on public transport. If civility describes a code of conduct that ‘calls to respond to others in a respectful
way’(Eicher-Catt, 2013, pp. 1-2), incivility describes a lack of respect and consideration in interactions
with others. Encounters with such everyday forms of incivility are far more common than with the
behaviours described by criminological conceptualisations of the term, making them a ‘universal everyday
experience’ in contemporary cities (Phillips and Smith, 2003, p. 87). Notably, this routine incivility further
differs from the (semi-)criminal incivility discussed in the criminological literature in that it prompts
feelings of irritation, frustration, anger, or indifference rather than fear (Smith, Phillips and King, 2010).

As transgression of etiquette or behavioural expectations, mundane incivility can be understood as a
disruption of the micro order of everyday urban interaction described by sociologists such as Goffman,
Simmel, and Lofland (see Section 2.2). Accordingly, deviance, disorder, and incivility can be understood as
posing constant threats to the order of urban places and social interaction (Lofland, 1973, p. 52). To ward
off the dangers of deviance and maintain public order, governmental authorities and other urban actors
thus engage in strategies of social control. It is these that we turn to next.

2.4 Social control and governmentality

There are competing definitions of social control. ‘Narrow’ conceptualisations of social control define the
term as ‘purposive mechanisms used to regulate the conduct of people who are seen as deviant, criminal,
worrying, or troublesome’ (Deflem, 2015; Innes, 2003, p. 3). This definition allows us to differentiate
between formal and informal social control (Innes, 2003). While the former refers to interventions by
official (usually government) bodies, such as through the criminal justice system, the latter describes a
diverse array of unofficial sanctions by other actors ranging from gossip to ostracism (Thompson and Gibbs,
2016). As transgressions of etiquette, the routine incivilities that are the focus of this thesis appear to
firmly fall within the realm of informal social control. For example, passenger misconduct such as
inconsiderate seat usage might be met with judgmental stares from other commuters, or, in rare instances,
be called out by them. However, distinguishing between formal and informal control can be surprisingly
difficult (Innes, 2003). For instance, civil crime prevention groups are often integrated into official policing
frameworks (Schimkowsky, 2021a; Thompson and Gibbs, 2016). The systematic nature of the company-
led manner improvement campaigns examined in this thesis — some of which are conducted with
government support (see Chapter 4) — similarly highlights the uncertainty of the formal/informal divide.
Due to this definitional ambiguity, and due to the focus narrow definitions of social control commonly
place on institutional regulatory mechanisms targeting (semi-)criminal behaviour, such conceptualisations
of social control are only of limited use in the context of this thesis. Let us thus consider alternative
approaches to understanding social control.

‘Loose’ conceptualisations of social control understand the term as describing efforts to ‘ensure
conformity to [...] societal norms’ (Goode, 2015, p. 7). Such a broad understanding of social control was
common in early sociological work which discussed it as means of harmonious integration of individuals
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into a normative social order (Meier, 1982). For example, Ross (1901) saw all fields of sociological inquiry
— from art, to religion and law - as mechanisms of social control that ‘[hold] society together’ (Deflem,
2015, p. 30; Meier, 1982, p. 41, 2019, p. 30). More recent manifestations of a loose understandings of
social control have been inspired by Foucault’s writings on the history of punishment (Foucault, 1995) and
governmentality (Foucault, 1991, 2007). Examining historical transformations of punishment, Foucault
(Foucault, 1995) observed the emergence of discipline as a form of societal power that does not inflict
physical pain, but instead seeks to shape peoples’ ‘souls’ and subjectivity. The rise of discipline as a mode
of governance sees institutions establishing norms and inventing strategies that aim at ensuring people’s
compliance with them. Disciplinary strategies such as timetables or specific forms of architectural design
‘apply constant but minimal pressure intended to produce habits of conformity’ (Hutchinson and O’Malley,
2019, p. 71). In his later work, Foucault observed the emergence of governmentality as a modern ‘art’ of
governance distinct from previous forms such as sovereignty or discipline (Hutchinson and O’Malley, 2019,
pp. 63—65). Governmentality focuses not on the control of territories or subjects but seeks instead to
‘govern’ future risks that could affect state and population. Like in the case of discipline, the emergence
of this mode of governance was tied to new ways of knowing the population (e.g. statistics) and new
strategies of ‘governmental intervention’, such as those aimed at prevention (Hutchinson and O’Malley,
2019, p. 66).

While Foucault himself never explicitly engaged with the phrase social control, his work has been adapted
by scholars investigating the agents, institutions and mechanisms of control through studies of
governmentality (Deflem, 2015, p. 39; Hutchinson and O’Malley, 2019, pp. 69—70). Now a field of research
in its own right, governmentality studies seeks to analyse the various governmental technologies
employed in modern societies (Hutchinson and O’Malley, 2019, p. 67). Scholars in this field have advanced
our understanding of the governance of society and everyday life through notions such as ‘government
at a distance’ (Miller and Rose, 1990, p. 9) which outline how the workings of power are achieved through
governmental technologies as a ‘complex of mundane programmes, calculations, techniques, apparatuses,
documents and procedures through which authorities seek to embody and give effect to government
ambitions’ (Rose and Miller, 2010, p. 273). Similarly, the notion of ‘mundane governance’ highlights the
workings of regulation omnipresent in everyday life through a focus on the ‘very unremarkable objects
and technologies’ that become the object of governmental concern in contemporary society (e.g. waste
disposal, traffic; Woolgar and Neyland, 2013, p. 3) as well as its enactment through mundane objects and
assemblages such as signs (Clark, 2021; Woolgar and Neyland, 2013, pp. 67—69, 174-175). A common
theme in such studies of governmentality as a mode of power is the idea of self-regulation which works
to enlist individuals into the aims of governing authorities (Innes, 2003; Rose, 1996). (Neo-)Foucauldian
governmentality scholarship’s contribution to the study of social control is thus threefold. First, its focus
on self-management broadens the targets of regulatory strategies from deviants and criminals to the
general population (Innes, 2003). Second, it decentres traditional organisations of social control (e.g. the
state, police) in favour of a ‘rhizomatic’ image of control that emphasises the multiplicity of agents of
control, the relationships between them, as well as the role of individuals themselves (Grattet, 2011, p.
196; Rose and Miller, 2010). Lastly, it facilitates an examination of material and immaterial objects and
devices translating ‘governmental rationalities and programmes into practical techniques that enable
indirect rule or governing at a distance’ such as through the inscription of behavioural guidelines,
regulations, and information in the semiotic landscape (Merriman, 2005a, p. 238).
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Inquiries into the regulation of everyday life epitomised by the notions of ‘governmentality’ and ‘mundane
governance’ thus appear to provide a suitable starting point for examining manner improvement
campaigns that target the general passenger population and are primarily led by corporate entities.
However, as the following chapters will discuss, my empirical fieldwork with Japanese transport providers
and creative professionals involved in manner improvement initiatives unequivocally showed that ‘social
control’ and ‘regulation’ are not among the principal concerns driving the production and use of public
transport manner posters. Aware of the risks of privileging etic assumptions (i.e. ‘the production of
manner posters is about controlling passenger conduct’) over the emic understandings of the involved
professionals, | largely forgo references to ‘social control’ in my analysis of the underlying rationale of
manner improvement campaigns. Instead, | speak of the management of everyday behaviours. This
decision is in line with the wider contemporary sociological literature, in which the term social control is
no longer consistently used, and scholars instead utilise terms such as crime control, punishment, or
policing® (Deflem, 2015, p. 43). The linguistic preference for management rather than control is shared by
writers such as Garon (1997) who argues that the term management better expresses the fact that
regulatory initiatives often encourage the active participation of the population (Roth, 2012). Accordingly,
it allows us to move beyond conceptualisations of power, regulation, and government that imply a
dichotomy between governing elites and the wider governed society, and further point out overlaps
between different kinds of actors (e.g. government, industry, civil society organisations, and individuals)
involved in management efforts (Roth, 2012). Moreover, the use of the term management enables me to
highlight that interventions in urban conduct are not necessarily driven by a strong regulatory will but can
be tied to diverse other concerns. It allows me to demonstrate that, from the perspective of the individuals
and organisations involved in the poster production, it is the ideal of customer service, rather than social
control or another expression of disciplinary intent or regulatory will, that is the determining force behind
manner improvement campaigns (see Chapter 6). Customer service will be introduced as a key concept in
the final section of this chapter. First however, | will turn to two additional sets of terms: semiotics, signs
and signage, and mobilities and passengers, as both are key to understanding the empirical case study of
manner poster campaigns in urban mass transit environments.

2.5 Semiotics, signs, and signage
Manner posters are a form of visual communication that inscribes behavioural expectations into urban
environments. They thus present a form of signage that can be visually analysed (see Chapter 7). This
section will summarise key ideas in the field of semiotics, the discipline that is usually charged with
inquiries into signs and signage. Building on this, it will introduce recent social semiotic thought that
informed my analysis of the visual strategies employed in manner poster design.

2.5.1 Semiotics and the study of signs
Social semiotic studies of visual artifacts are indebted to semiotic studies of ‘signs’. The field of semiotics
is commonly traced back to the work of two 19 century scholars, Swiss linguist Ferdinand de Saussure
and American philosopher Charles Sanders Peirce, who are the founding fathers of two analytical

® Since the 2000s, investigations of social control have been largely replaced by inquiries into the ‘surveillance society’
(Deflem, 2019, p. 4; Lyon, 2002). While Foucault’s work, particularly his adaption of Bentham’s idea of the
panopticon, has been a crucial influence in this field of study (Elmer, 2012), surveillance studies scholars increasingly
endeavour to move beyond Foucault and the panopticon (Andrejevic, 2002; Hier, 2004, p. 543; Jiow and Morales,
2015; Larsson, 2017; Lyon, 2006; Murakami Wood, 2007).
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traditions of the study of signs: semiology (Saussure) and semiotics’ (Peirce) (Chandler, 2017). What
unites Saussure and Peirce’s work is that both radically challenged common sense understandings of signs
‘as something which stands for something else’, thus questioning the established dyadic model of signs
as consisting of a ‘sign vehicle’ (e.g. a word, symptom) and its referent (Chandler, 2017, p. 2).

Saussure understood signs as consisting of a ‘signified’ and ‘signifier’. While this reproduces the dyadic
structure of earlier sign models, the Saussurean sign does not consist of ‘a thing and a name’ but of a
‘concept and an acoustic image’ (Chandler, 2017, p. 13). Accordingly, Saussure’s model is largely detached
from the material world, and situated instead entirely on a psycho-linguistic plane (Chandler, 2017, p. 15).
Saussure argues that the meaning of signs arises out of their relation to the wider language system
(Chandler, 2017, pp. 17-19). In other words, meaning is not an integral and natural part of signs but the
product of intralinguistic processes of differentiation: it emerges ‘in relational patterns of likeness and
contrast within a sign system’ (Chandler, 2017, p. 21). Chandler (2017, p. 21) illustrates this through the
example of marketing: advertisements do not position a product on the market in reference to the actual
physical product, but rather in relation to competing brands. Similarly, according to Saussurean thought,
a sign’s significance is not based on (extralinguistic) reference to the material world but arises from
(intralinguistic) reference to other parts of the language system (Chandler, 2017, pp. 21, 26). An example
of this are the ‘contrastive relationships’ of binary sign-pairs: the ‘red’ light of a traffic light only comes to
mean ‘stop’ when a green symbol is conceptualised as ‘go’ (Chandler, 2017, p. 22). This lack of an absolute
sign value external to the semiotic system in Saussure’s model undermines traditional conceptualisations
of language as representation of an external reality (Chandler, 2017, p. 20).

Like Saussure, Peirce rejects the idea of signs as ‘containers’ of external and objective meaning (Chandler,
2017, pp. 29, 35). However, where Saussure proposed a dyadic model of signs, Peirce proposed a triadic
model, which consists of the following three parts (Chandler, 2017, pp. 29-35):

- object: what is represented

- representamen: sign vehicle (e.g. word or image)

- interpretant: the meaning produced by the sign — not the individual interpreter, but a
collective social activity

These three components are interlocked in a continuous and ongoing dynamic process of ‘semiosis’; i.e.
the interpretation of signs (Chandler, 2017; Metro-Roland, 2011, p. xi). Similar to Saussure who described
‘signifier’ and ‘signified’ as two sides of a sheet of paper, the three components identified by Peirce are
indivisible and their relationship unalterable (Chandler, 2017). Accordingly, Peirce’s triadic system cannot
be transformed into multiple dyads and a direct relationship between object and interpretant (i.e. one
that is unmediated by a representamen) is impossible (Chandler, 2017; Jappy, 2013, p. 6).

Peircean and Saussurean sign models further diverge in their consideration of the nature of individual sign
components. While Saussure’s ‘signifier’ and ‘signified’ are located on the psycholinguistic plane, Pierce’s
triadic model also accommodates extralinguistic objects. In other words, whereas Saussure’s
conceptualisation of signs is exclusively concerned with the intralinguistic dynamics of signs, Peirce’s
model is one of ‘referential realism’ that also engages with the material world (Chandler, 2017, p. 33).

7 Except for specific references to the Saussurean tradition, | will use the term semiotics throughout this thesis. This
does not reflect a rejection of Saussurean thought, but rather common usage in contemporary scholarship which
adapted the term semiotics for studies that draw on both Saussure and Peirce (Chandler, 2017).
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This should not be misunderstood as implying direct access to an actual and objective external reality —
human engagement with the world remains mediated by signs. However, it opens the conceptual model
to the extralinguistic, material world in a way that Saussure’s does not. Peirce’s inclusion of an object
referent can thus be credited for broadening the scope of applicability of semiotic analytical framework
(Chandler, 2017, p. 37). This openness to the material world and the inclusion of semiotic systems beyond
language positions Peircean thought as a potential suitable basis to study signs in real world contexts such
as the cityscape (Metro-Roland, 2011, p. 4).

The study of signs has been further advanced by Roland Barthes (1972) who adapted Saussure’s
semiologic model for the study of myths in the society. The term ‘myth’ refers to a type of ‘speech’ that
presents itself as natural while actually being ‘an expression of a historically specific ideological vision of
the world’ (Allen, 2003, pp. 34-36). Examples of this can be found in discourses about wine as expressing
a collective national identity or plastic as symbol of human dominance over nature (see Allen, 2003, p.
36). As seen through these examples, myth-making entails the assignment of universal values to cultural
objects with specific histories. Turning ‘culture into nature’, myth thus fulfils an ideological function (Allen,
2003, p. 37). Barthes criticises this ‘duplicity of myth’ and sets out to expose their constructed nature as
part of his wider critique of bourgeois culture (Allen, 2003, pp. 37-38, 52; Barthes, 1972, pp. 8, 142).

As evident from the above examples of wine and plastic, Barthes’ concept of ‘speech’ is not limited to oral
exchange, but includes various communication acts (Barthes, 1972, pp. 108-9). Like Peirce, whose triadic
system also accommodates extralinguistic objects (see above), Barthes thus extends the focus of semiotic
inquiry from language to the wider material world (Allen, 2003, pp. 39—41). His work placed a particular
focus on images, thus laying the foundation for visual semiotics as a mode of scholarly inquiry (Aiello,
2019). Prime examples of this are Barthes’ analysis of ‘denotation’ (the ‘literal’ meaning of what is
depicted) and ‘connotation’ (the ‘ideological’ meaning images gain through cultural codes) as two levels
of visual meaning, as well as the concepts of ‘anchor’ and ‘relay’ to describe relationship between image
and texts (e.g. the meaning of images can be ‘anchored’ through accompanying text; Aiello, 2019, pp.
370-371).

While classical semiotic thought as advanced by Saussure, Peirce and Barthes has seen prominent
adaption within the social sciences (e.g. Williamson, 1978), this thesis primarily draws on more recent
developments in the field of semiotic theory, namely social semiotics and geosemiotics. The latter’s
advancement is accompanied by a shift from the abstract sign to physical signage, which is also taken up
as an object of study in linguistic and semiotic landscape studies (see Chapter 3).

2.5.2 Social semiotics

The above outlined classical semiotic approaches are limited by their neglect of the social context of image
production and reception (Aiello, 2019, p. 372). This shortcoming is addressed by social semiotic
approaches to analysing visual meaning. Social semiotics explores the position of signs in society and
everyday life (Randviir and Cobley, 2009). It recognises that all semiotic activity takes place in human
communities and thus involves social processes of meaning-making (Foote and Azaryahu, 2009, p. 90;
Randviir, 2009). Different from traditional semiotics, social semiotics views the relationship between sign
components (i.e. signifier and signified) as motivated rather than arbitrary (Stein, 2009). Social
semioticians understand sign production as a contextualised process that is inherently shaped by socio-
cultural values, norms, and assumptions (Aiello, 2019). They seek to unpack the functional and purposive
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signifying techniques and design choices made by creators of (visual) texts (Aiello, 2019, p. 372; Aiello and
Parry, 2019, pp. 27-29).

Social semiotics is a vast field of study, the theoretic influences of which range from anthropology (e.g.
structuralism) and sociology (e.g. social constructivism) to Marxism and pragmatism (Randviir and Cobley,
2009). This thesis adopts the social semiotic analytical framework developed by van Leeuwen (2005) and
Kress and van Leeuwen (2006) for its visual analysis (see Chapter 7). Arguing that the term ‘sign’ is
inadequate due to connotations of pre-given meaning unaffected by sign use, van Leeuwen (2005, p. 3)
reconceptualises ‘signs’ as ‘semiotic resources’ to emphasise their indeterminate character and peoples’
active utilisation of them. Social semiotics thus becomes the study of semiotic resources, the way humans
use and interpret them, as well as attempts to regulate their use (van Leeuwen, 2005, p. xi).

The framework developed by van Leeuwen (2005) allows analysis of semiotic rules and functions,
discourse and style. While van Leeuwen (2005) highlights the flexibility of a social semiotic approach by
drawing on examples ranging from office layouts to toy prams, his collaboration with Kress (Kress and van
Leeuwen, 2006) focuses on visual materials. Their work provides one of the core references for the
analysis of visual communication artefacts through a multimodal framework. Studies of multimodality
emerged from Hallidayan linguistics’ attempt to expand the application of systematic functional linguistics
(SFL) to non-linguistic modes of communication (e.g. image, sound) and study them as shaped by
‘grammatical rules’ (Machin, 2009, pp. 271-272). Kress and Leeuwen’s Reading Images is an attempt to
formulate a ‘grammar of visual design’ that shows how visual elements in images and other visual
artefacts come together to form ‘meaningful wholes’ (Kress and van Leeuwen, 2006, pp. vii, 1, 6). Rather
than a rigorous application of SFL, their work is a loose adaption that also draws on scholars such as
Barthes and Arnheim (Machin, 2009). Kress and van Leeuwen (2006) repeatedly emphasise that visual
analysis cannot merely copy the tools and processes of linguistic analysis. Verbal and non-verbal sign
systems have different affordances: while they might be able to communicate some meanings in a similar
fashion, others they express differently from each other, and still others can only be expressed in a verbal
or non-verbal mode (Kress and van Leeuwen, 2006, pp. 19, 31, 110).

Kress and van Leeuwen’s (2006) analytical framework is based around three ‘metafunctions’ which they
adapted from communicative ‘metafunctions’ identified by the linguist Halliday (1985): ideational,
interpersonal, and textual functions which facilitate the examination of representational, interactive, and
compositional aspects of visual texts (Aiello, 2019; Aiello and Parry, 2019, p. 28; Kress and van Leeuwen,
2006, pp. 41-44). The first of these, the ideational metafunction, enables inquiries into the
representational meaning of a visual, i.e. the actors, objects, and processes it depicts. Examining the
narrative and conceptual structures of images, it helps visual scholars analyse how image participants —
the actors and/or objects represented within a given visual artefact — relate to each other. Second, the
interpersonal function allows us to consider the relationship between image participants and viewers: it
enables us to ask how the image interacts with and engages viewers through specific design choices (e.g.
the gaze of image participants or the employed ‘camera’ distance and angle). Finally, the third
metafunction facilitates explorations of images’ compositional meaning. It places the analytical focus on
images’ internal organisation by examining how visual elements are depicted, framed, and rendered as
(more or less) salient within the image (Aiello, 2019, pp. 374-375; Kress and van Leeuwen, 2006, pp. 41—
44). Placing the analytical focus on signifying techniques, a social semiotic framework thus facilitates a
more detailed analysis than that afforded by classic visual semiotic thought (e.g. Barthes’ distinction
between denotation and connotation; Aiello, 2019, p. 374). It seeks to understand the strategic use of
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semiotic resources and signification processes to shape meaning potentials of visual texts (Aiello, 2019).
This focus on visual techniques informed my visual analysis of manner posters (see Chapter 7; see also
Chapter 4 for an in-depth discussion of my methodological approach).

2.5.3 Geosemiotics and signage

Another recent direction in the field of social semiotics that provides an apt analytical lens for examining
public transport manner posters is Scollon and Scollon’s (2003) notion of geosemiotics. Geosemiotics
shifts the attention from the abstract sign to something that is materially situated in the world (Scollon
and Scollon, 2003, p. viii). Their work provides a theoretical framework for the analysis not of abstract
Saussurean signs but physical signs, such as in the form of public signage, paper notices, inscriptions and
other texts that make up human environments (Scollon and Scollon, 2003, p. xi). As indicated by the term,
spatial aspects are a fundamental component of geosemiotic analysis of written language use. The
meaning and function of physical signage and other forms of ‘discourses in place’ always depends not only
on the specific sign content, but also on its spatial context in a specific location in the material world
(Scollon and Scollon, 2003, pp. 2, 23). It is the physical location of a sign that allows for a shift from
‘abstract meaning potential’ to ‘real-world meaning’ (Scollon and Scollon, 2003, p. viii). For example, a red
traffic light might symbolise ‘stop’ when embedded in the physical scene of a street with road markings
but would evoke only confusion when placed in an open field (Scollon and Scollon, 2003, p. viii). ‘Out of
place’ signage risks losing its meaning and might even turn into a transgressive discourse (Mooney and
Evans, 2015, p. 90). In their emphasis on spatial indexicality as meaning-making aspect of signage, Scollon
and Scollon thus continue the analysis of sign relations initiated by Peirce. Signs also index wider
discourses. For example, anti-smoking signage indexes anti-smoking laws and ordinances as well as the
stigmatisation of smoking in a given society (Mooney and Evans, 2015, p. 91). Signage also frequently
indexes the discourse or institution that authorised their placement (Scollon and Scollon, 2003, p. 205).
Furthermore, Scollon and Scollon (2003, p. 135) advance our understanding of physical signage by
emphasising its material conditions (e.g. medium of inscription, material base, age) as a further factor in
the meaning-making processes they elicit in audiences. They thus provide a rich framework for the
analysis of language in place that | draw on in my visual analysis of manner posters (Chapter 7). Social
semiotic and geosemiotic approaches provide the thesis with a useful analytical toolkit for unpacking the
design choices and considerations driving manner poster production (see Chapters 6 and 7).

2.6 Mobilities and passengers

Mobility is movement ‘imbued with meaning and power’ (Cresswell, 2006, p. 4). While ‘simple’ movement
can be understood as a line between two points (A --- B) that might be described in terms of length, shape,
or speed with which it is traversed, the notion of mobility instead allows us to ask how people experience
the act of traversing this line, or how the line came to be in the first place (Cresswell, 2006). For example,
while a focus on movement draws attention to the duration, speed, and reasons for a car journey, a
mobility perspective might instead focus on the experience of being stuck in traffic, the social meanings
of owning and being able to drive a car, or the labour practices enabled by commuting. In other words,
mobility looks at movement as a meaningful, lived, and contextualised phenomenon which is productive
of places and people (Cook, 2018). Since the ‘mobility turn’ in the early 2000s, social science research in
disciplines ranging from anthropology, sociology and geography, to media and urban studies, has
spotlighted the diverse ways in which (im)mobilities shape social life and organisation, and sought to move
beyond static conceptions of social life and space (Adey, 2010; Adey et al., 2014; Coates, 2017a; Cook,
2018; Sheller and Urry, 2006). Now a vibrant transdisciplinary field of scholarly inquiry, mobilities research
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explores the socio-cultural, institutional, and historical context of diverse forms of movement and flows,
the infrastructures that enable them, their material qualities, and the practices and experiences of mobile
subjects (Adey et al., 2014). Mobilities researchers study the social production of a wide array of forms of
movement ranging from dance to air travel and the global circulation of goods.

This thesis focuses on mundane urban mobilities in the form of rail- and subway transit (Jensen et al.,
2020). It explores urban railway commutes and subway trips around the city as mundane mobilities that
are ‘enmeshed with the familiar worlds we inhabit [and constitute] part of the unreflective, habitual
practice of everyday life’ (Binnie et al., 2007, p. 165). While mundane mobilities are often experienced as
‘banal’, ‘routinized’, and ‘familiar’ because of their quotidian and regular nature, their ordinary character
can be disrupted through ‘unforeseen occurrences and unfamiliar conjunctions’ such as accidents, train
cancellations (Binnie et al., 2007, pp. 167-168), and passenger misconduct. This potential for disruption
is heightened when subjects with varying cultural conventions, habits, and means of movement come
together in the same mobility space. However, even potential disruptions of everyday mobilities are often
‘woven back into the mundane’ as mobile subjects become used to dealing with them (Binnie et al., 2007,
p. 168). A mobility studies lens thus allows us to frame the topic of this thesis as corporate attempts to
shape mobility practices and skills (e.g. how to board a train; how to position oneself and one’s belongings
on the crowded and moving vehicle). In other words, manner posters can be understood as inscribing
desirable ways of being mobile into the transport environment. Accordingly, the thesis is concerned with
the mobile semiotics of transit etiquette as an element in the social construction of urban mobilities: the
interrelated ways mobility situations are simultaneously ‘staged’ from above (i.e., through planning and
design) and below (i.e. through their performance, embodiment and enactment by mobile subjects;
Jensen, 2013, 2014).

The ‘passenger’ can be considered as one of the ‘key figures’ of mobility (see Salazar, 2017). The term
refers to non-steering occupants of a moving transport vehicle and, by implying a limited degree of agency
over timing, route, and pace of movement, can be contrasted with the subject position of the driver (Dant,
2014). As a way of interpreting ‘mobile subjectivity’, the passenger is an analytically productive figure that
allows scholars to inquire into the experiences, knowledge, and relationships of transport users, as well
as the way they are imagined, shaped, and regulated (Adey et al., 2012; Bissell, Adey and Laurier, 2011).
For example, scholars have highlighted the disparate transport experiences of different kinds of
passengers: while legitimate passengers are increasingly shielded from undesirable sensations of passage
through technological process and other interventions (Adey et al., 2012, p. 184), the journeys of
illegitimate passengers are often violent and perilous (Martin, 2011).

A focus on passengers also allows us to examine the active and inactive qualities of mobility practices.
While passengers’ agency might appear limited compared to that of the driver, becoming a passenger
requires ‘practical preparation’ and ‘the cultivation of [...] affective, immaterial habits and practices’ (Adey
etal., 2012, p. 172). Travel on public transport is a socio-cultural practice that must account for technical,
spatial, and sensory dimensions of a particular mode of transport (Schivelbusch, 2007), and is physically
demanding and driven by ‘affectual intensities’ (Mufioz, 2020, p. 2). Studies have shown that becoming a
passenger is an active process (Hernandez Bueno, 2021; Shilon and Shamir, 2016; Zaporozhets, 2014). For
example, Shilon and Shamir (2016, p. 249) demonstrate that the subject position of the passenger is
assembled through ‘skilful coordination of body, luggage and documents’ while on the move. They also
emphasise the relational nature of this process, stressing that individuals become passengers through
their engagement with transport company employees, machines, objects, scripts, and other passengers.
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Scholarship has further shown that moving as a passenger requires specific literacies and skills (Shilon and
Shamir, 2016). Public transport users’ mobility skills include the ability to appropriately interact with the
material transport environment, its infrastructure, and other people (Zaporozhets, 2014). For instance, in
the case of train travel, passengers need not only to know where and how to board, but also make
constant choices how to inhabit the space of the carriage (Watts, 2008), or how to (not) engage with their
fellow passengers (albeit many of these skills are rooted in habit; see Bissell, 2014).

The learned character of mobility skills becomes evident in the context of migration. Movement through
the city requires ‘knowledge and practical skills’ that are often taken for granted but need to be acquired
through ‘urban apprenticeship’ by new arrivals in a city (Buhr, 2018, p. 339). An example of this is Doody’s
(2020) study of New Zealand migrants’ adjustment to London’s public transport system. During this, they
not only acquired appropriate local urban mobility practices, but also developed a sensitivity towards
behavioural norms and expectations. These newly acquired sensibilities might cause them to get annoyed
at visitors to the city who breach mobility norms that the migrants themselves might have transgressed
not long ago.

While transport providers might formally instruct passengers in mobility skills and literacy, they are
primarily learned through imitation, inter-passenger learning, or transferring skills from other locations
or areas of urban life (Zaporozhets, 2014). The notion of ‘passengering’ (Laurier et al., 2008) as an active
and relational process and competency that is evident from this scholarship highlights that being a
passenger comes with responsibilities and commitments (Adey et al., 2012, p. 172). The passenger
misbehaviour that is targeted by the manner improvement initiatives analysed in this thesis can thus be
understood as disregard for such responsibilities, and as a deviation from a passenger code of conduct.
This highlights that, much like driving (Lumsden, 2015; Merriman, 2006; Nuhrat, 2020; Roth, 2019),
passengering can have an ethical dimension (Lee, 2021). In other words, passenger misbehaviour can
disrupt the public order of shared urban transport environments.

2.7 Customers and customer service

While the above section discussed public transport users as passengers, this section will introduce the
figure of the ‘customer’ as an alternative way of framing mobile subjects. Customers can be defined as
the ‘actual or intended purchaser[s]’ of a product or service (Law, 2016). The notion of the customer is
dominant in contemporary management discourses and practices, with organisations adopting a
philosophy of customer orientation. The customer is placed at the centre of organisational practices and
reasoning. Put differently, internal work processes are designed around corporate imaginings of
customers (Gay and Salaman, 1992). Not only businesses, but also public sector institutions such as
hospitals or universities increasingly subscribe to ‘the cult(ure) of the customer’ (Gay and Salaman, 1992).
Public transport providers are no exception and increasingly speak of and address their users not as
passengers, but as customers. While the reference group — public transport users —is the same, it indicates
a shift in focus from subjects engaged in mobility practices to individuals who pay for a service, and who
need to be gained and retained. In this thesis, | will speak of both ‘passengers’ and ‘customers’ to highlight
the bifurcating dimensions of how railway companies imagine and address public transport users.

One manifestation of customer orientation is the emphasis organisations place on customer service.
Including diverse provisions ranging from after-sales service to free dial hotlines, customer service refers
to arrangements made by organisations to increase the appeal of their products (Law, 2016). Accordingly,
‘good’ customer service is seen by companies as an integral component of business plans and a
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competitive advantage (Groth et al., 2019). Although there is no shortage of models designed to measure
companies’ customer service practices, the experience of customer service is ultimately a matter of
customers’ subjective perception of ‘service interactions’, i.e. moments in which company and customer
come together (Groth et al., 2019). In other words, the term service experience describes customers’
‘cognitive and affective response to any direct or indirect contact with [a] company or its resources’
(Olsson et al., 2012, p. 413).

Service quality has emerged as an important topic in industry and academic conversations about public
transport (Molander et al., 2012; de Ofia and de Oiia, 2015). Increasing public transport ridership through
high service quality is viewed as key to creating sustainable cities and mobility habits (de Ofia and de Ofia,
2015). As expression of corporate market orientation, it is further essential for addressing challenges of
deregulation and increased competition in the transport sector (Molander et al., 2012). Public transport
organisations, professionals, and researchers increasingly recognise the importance of providing ‘superior
customer value’ through ‘designing the system and delivering the service from the traveller’s point of
view’, such as by gathering information about customer needs and responding accordingly (Molander et
al., 2012, pp. 155-156). The customer experience on public transport depends on the interplay of a
multitude of factors, ranging from cost, reliability, service frequency, speed, safety, and access to vehicle
cleanliness and employee behaviour and attitude (Hutchinson, 2009; Mouwen, 2015). Corporate concern
for passenger comfort is another manifestation of companies’ focus on customer experience. While such
concern is perhaps most evident from provisions made for ‘First Class’ and other privileged passenger
categories (Bissell, 2020), it is also apparent from transport providers’ efforts to protect passenger bodies
from the potential discomforts and anxieties caused by vehicular movement (Martin, 2011; Virilio, 2008),
such as by shielding passengers from the disquieting and inhospitable sensations of air travel (Budd, 2011).
Passenger comfort is also an important consideration during the design of transport spaces and
environment?® (Bissell, 2020). However, passenger comfort is not simply the result of pleasant or amiable
vehicle design (e.g. high padded velour seats; see Jain, 2011), but rather a complex physiological and
psychological state that is influenced by a variety of factors (Bissell, 2008; Lin, 2020b). Accordingly,
transport companies’ comfort provision efforts are not limited to hardware and infrastructural design but
may extent to other service interventions. For example, Lin (2020b) describes efforts by Singapore Airlines
to shape frontline staff to embody ideals of hospitality, extending to policing their physical appearance.
Company initiatives should thus be understood as efforts to pre-empt and shape (dis)comfort by trying to
‘encourage, steer, and (hopefully) enable particular affects to take hold among customers’ (Lin, 2020b, p.
164). Notably, customers’ public transport experience can also be negatively affected by the behaviour of
other passengers (Hutchinson, 2009). Co-passengers’ failure to adhere to behavioural expectations can
be a cause of passenger annoyance as well as bodily and emotional discomfort (Jain, 2011). It is service
innovations targeting this aspect of customer experience that this thesis focuses on (for more on the
relation between passenger comfort and misconduct, see Sections 3.2.1 and 3.2.2 in the following
chapter).

Most studies on customer service stem from the fields of business, management, and marketing research.
However, customer service has also received the attention of sociologists. Within sociology, most studies
of the topic have been conducted in the context of scholarship on work and employment. A major focus

8 Critical mobilities scholarship has cautioned against understandings of passenger comfort as a ‘predictable effect’
of a purposefully designed transport environment, emphasising that what is experienced as (un)comfortable varies
from commuter to commuter (Bissell, 2020, pp. 27, 36).
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within this research is the emotional labour rendered by service workers (Groth et al., 2019; Wharton,
2009). Originally coined by Hochschild (2012), the term ‘emotional labour’ refers to workers’ active effort
to align their own feelings with organisationally defined rules (Wharton, 2009). Emotional labour is a
requirement of most service work, as customers and employers alike view frontline workers’ ‘polite’
and/or ‘friendly’ attitude as a key criteria of ‘good’ customer service.

While my original idea was to examine manner improvement campaigns from the perspective of social
control (see above), empirical fieldwork with railway companies revealed the concept and ideal of
customer service as key to understanding corporate etiquette initiatives. Manner improvement
campaigns are frequently framed as response to customer concerns and effort to improve service quality.
As will be discussed in Chapters 6 and 7, corporate consideration of customer sensibilities is also a
significant influence on the design of manner posters. While classifying such design decisions as emotional
labour would be stretching the concept’s definition, posters’ production process nonetheless reflects
similar corporate concerns as those driving emotional labour. Both the creative process of poster
production and the emotional labour of service workers is shaped by the demands of company-customer
interaction such as the perceived requirement to show deference to customers (Wharton, 2009). Similarly,
the concentrated design effort to avoid offending customer sensibilities that will be discussed in Chapters
6 and 7 is in line with company efforts to improve the service skills of frontline staff in order to ward off
customer dissatisfaction, offense, and complaints about ‘inappropriate’ employee conduct and attitude.
In other words, to understand the phenomenon of manner posters, we need to pay attention to its status
as a means of company-customer communication. Just like customer service and other frontline staff are
perceived by companies as ‘face of the organisation’ (Groth et al., 2019, p. 98), official posters carrying
the company name and logo effectively represent companies. Their production and deployment thus
requires the utmost care.

The above discussion of the figure of the customer also provides us with another way of framing the
passenger misconduct we previously discussed as routine incivilities: customer deviance. Also referred to
as ‘consumer misbehaviour’, ‘dysfunctional customer behaviour’ or ‘jaycustomer behaviour’, customer
deviance can be defined as ‘behavioural acts by consumers which violate the generally accepted norms
of conduct in consumption situations, and disrupt the order expected in such situations’ (Fullerton and
Punj, 1997, p. 336). While this definition maintains the focus on norm transgression dominant in the
sociology of deviance, it is also possible to take a different definitional approach (Gursoy, Cai and Anaya,
2017). Harris and Reynolds (2004, p. 154) define customer misbehaviour as ‘actions by customers who
intentionally or unintentionally [...] act in a manner that [..] disrupts otherwise functional service
encounters’. In other words, the focus is placed on the disruption of service experiences rather than the
transgression of underlying norms and rules governing social encounters and behaviour in public (Gursoy,
Cai and Anaya, 2017). Accordingly, customer misbehaviour can encompass a vast array of behaviours
ranging from vandalism to ‘outlandish demands’ which slow down the overall service provision by
demanding high levels of effort from frontline staff (Gursoy, Cai and Anaya, 2017, pp. 2351-2352). While
the majority of research in this area focuses on the negative effects customer misbehaviour can have on
companies, their assets and employees (e.g. research on shoplifting and verbal abuse of frontline staff;
see Aslan and Kozak, 2012; Cox, Cox and Moschis, 1990; Harris and Reynolds, 2004), there is thus also a
formidable body of research which positions by-standing customers as another important victim of
customer deviance (Ang and Koslow, 2012, p. 197; Gursoy, Cai and Anaya, 2017; Huang, Lin and Wen,
2010). For example, customers might be irritated, annoyed, or bothered by a rowdy group of fellow
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restaurant-goers or a fellow shopper with poor body hygiene (Gursoy, Cai and Anaya, 2017, p. 2353). Even
minor misbehaviours such as queue jumping may cause consumers indignation, thus again illustrating that
the majority of ‘incivilities’ individuals encounter is highly mundane and consists of minor breaches of
behavioural expectations rather than severe, (semi-)criminal transgressions.

Customers often blame the host business/organisation for negative experiences with fellow consumers
as they expect to protect them while in the shared consumption space (Fullerton and Punj, 1998, p. 413).
Accordingly, the prevention and neutralisation of customer misconduct is an important task for managers
seeking to avoid customer dissatisfaction (Gursoy, Cai and Anaya, 2017). However, the regulation of
customer misbehaviour is no easy undertaking (Dootson et al., 2017). Preventive and intervening
measures such as deploying prohibition signage, CCTV cameras, or security guards, can backfire as they
might alienate or antagonise honest customers (Ang and Koslow, 2012, p. 200). Corporate responses to
customer deviance are further complicated by the dominance of the business paradigm of ‘customer
sovereignty’ (Ang and Koslow, 2012, p. 186). The notion that ‘the customer is always right’ is highly
influential in marketing and management discourse, and believed by business practitioners to be key to
achieving quality customer service, customer satisfaction and customer loyalty (Ang and Koslow, 2012, p.
186). The phenomenon of customer deviance is thus sociologically interesting as it challenges implicit
norms and role expectations of the consumer society (Fullerton and Punj, 1997). Furthermore, situations
of customer deviance are also of interest to social scientists because of the complex power dynamics
involved. While the political implications of defining deviance mean there is a tendency to portray
individuals and groups with low social standing as deviant, in the case of customer deviance the
misbehaving subject is in a position that demands respect (Aslan and Kozak, 2012, p. 684). Frontline staff
who encounter customer misbehaviour are faced with a dilemma: while they should intervene in
misbehaviour, the basic demands of customer-employee interaction require them to behave courteously
(Ang and Koslow, 2012, p. 186). We will return to this fundamental challenge in the regulation of customer
deviance when inquiring into the rationale of manner improvement campaigns in Chapters 5 to 7.

This chapter introduced readers to seven sets of key terms and concepts which | will refer to throughout
the thesis. Building on the above introduction of the analytical vocabulary, the following chapter will
provide an overview of studies relating to urban misconduct and its regulation, mobilities and misconduct,
signage in urban space, and Japanese cities and public transport, with a focus on empirical scholarship.
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Chapter 3 Literature review

The previous chapter familiarised readers with the analytical vocabulary and theoretical background of
the thesis by introducing key terms and concepts. The present chapter will build on this through an in-
depth review of extant literature on the topics explored in this thesis, focusing on empirical scholarship.
As a sociological study of poster-driven corporate initiatives seeking to shape passenger conduct on public
transport in Japan, this research is situated at the intersection of four loosely defined bodies of literature,
which | will discuss in turn: 1) urban misconduct and its regulation, 2) misconduct in public transport
contexts, 3) signage in urban environments, and 4) urban mobilities in Japan. The chapter begins with an
overview of scholarship on incivilities and their regulation in cities, before zooming in on studies of
mundane misconduct and its management in the context of mobility practices and environments. This is
followed by a discussion of scholarly accounts of signage and their role in the production of urban space,
as well as a review of scholarship on public transport in Japanese cities. The structure of the chapter thus
gradually moves us closer to the empirical case study, with a discussion of prior research on etiquette
posters initiatives on Japanese public transport, as well as the thesis’ contribution to the literature located
towards the end of the chapter.

3.1 Urban misconduct and its regulation

This section will discuss scholarship that examines behaviours deemed problematic in urban public
environments and the way they are regulated and managed by city authorities and other stakeholders.
Note that, for now, we will skip studies focusing on public transport spaces and passenger behaviour as
these will be examined in-depth in Section 3.2.

3.1.1 Urban misbehaviour

While the overwhelming majority of scholarship on urban misconduct and deviance spotlights its
(semi-)criminal or criminogenic manifestations (see Chapter 2), this thesis follows Philips and Smith’s
(2003, 2006; Smith, Phillips and King, 2010) call for sociological engagement with ‘routine’ and ‘everyday’
incivilities: ‘minor deviant acts that are simply inconsiderate or rude’ (Phillips and Smith, 2003, p. 85). This
involves redirecting the sociological gaze from severe (and usually illegal) forms of urban deviance that
cause fear and harm to everyday encounters with inconsiderate and inappropriate behaviour that instead
prompts annoyance, anger, or apathy. Furthermore, it requires shifting the spatial focus of deviance
research from disadvantaged residential areas and city centres to quotidian utilitarian spaces such as
supermarkets and public transport environments (Smith, Phillips and King, 2010; see also Section 1.3).
The following paragraphs will introduce research in this vein, starting with Smith et al.’s own work.

Based on a large-scale survey with Australian residents, Smith et al.’s work provides an in-depth analysis
of the patterns of rude and uncivil behaviour in everyday life. Smith and his colleagues (2010, p. 11) argue
that incivility is a subjective experience and thus presents a highly malleable analytical category
encompassing ‘whatever is taken as offensive, impolite or crude’ by the involved individuals. Following
this definition, mundane misconduct can be broken down into three essential components: 1) an event
that is interpreted as uncivil, 2) an (accidental or deliberate) offender, and 3) a self-described victim.
Regardless of the elastic character of everyday incivility, it is possible to identify patterns in its occurrence
and experience. The vast majority (61.2 per cent) of the offenses reported in the survey administered by
Smith and his fellow researchers described behaviours relating to movement and space management such
as invasion of personal space, having one’s path blocked, or being pushed in front of. This was followed
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by reports of encounters involving inappropriate language (14.6 per cent), bodily decorum (13.9 per cent),
and intrusive sounds (10.4 per cent). Notably, the majority of these occurrences was not perceived as a
deliberate offense by survey participants, but rather as a collateral outcome of egoistic or insensitive
behaviour. Furthermore, the study found that the vast majority (70.8 per cent) of incivilities reported by
participants were encountered in the process of getting somewhere. Only around one-third of
occurrences (29.2 per cent) took place at ‘destinations’ of everyday life such as restaurants and
supermarkets. We will return to this finding of their study in Section 3.2 when inquiring into the
connection between mobility practices and misconduct.

Despite popular media discourses of unruly teenagers harassing senior citizens, Smith and his colleagues
point out that incivility cannot be easily explained through conventional theories about offenders’ (or
victims’) demographic characteristics, personalities, or cultural backgrounds. In fact, their survey found
that a large share of offenders are described by victims as ‘respectable-looking’ and middle-aged (Smith,
Phillips and King, 2010, p. 31). Victim demographics are also diverse (Smith, Phillips and King, 2010, p. 87).
Rather than specific demographic attributes, the principal driving force behind the occurrence and
experience of incivilities in everyday life can be found in situational risk configurations. Incivility is the
‘product of our mundane trajectories through public environments’ and is likely to occur where there is
‘a greater density of human interaction’ (Smith, Phillips and King, 2010, pp. 41-44). In other words, routine
incivilities are tied to the rhythms of urban life. Rude encounters are facilitated by situations and moments
of everyday life that bring strangers together (e.g. lunch break, evening rush hour) and the probability of
experiencing incivility corresponds to the time spent in public spaces and situations. Accordingly, some
people are more likely to encounter rude strangers than others (e.g. compare the daily routine of working
professionals with that retired individuals).

While Smith et al.’s (2010) call to redirect the focus of incivilities research to mundane misbehaviour has
not yet led to a major shift in sociological attention, it is nonetheless possible to identify a nascent body
of social science research examining minor breaches of the urban public order. For instance, Clarke (2019)
follows Smith and his collaborators by examining the governance of mundane infractions of the urban
order: his work examines local authorities’ responses to minor transgressions such as unkempt yards or
inconsiderate car parking practices that are not perpetrated by marginalised urban subjects (as in the case
of much of ‘traditional’ deviance research) but citizens from various socio-economic and educational
backgrounds. Similarly, Wiesel and Freestone (2019) discuss mundane forms of misconduct such as
skipping a queue as a potential subversions of the urban public order. The study of everyday incivility has
also been continued by Smith and King (2013) themselves in their exploration of rude and inconsiderate
driving practices.

Sensory and spatial transgressions are another focus of research on banal disruptions of the urban order.
A strong example of scholarship in this vein can be found in the early work of British human geographer
Tim Cresswell. Cresswell (1996, pp. 4, 25) takes up Douglas’ analysis of dirt as something that is ‘out of
place’ (see Section 2.3) to inquire into the role place plays in the construction of behavioural norms and
deviance. Places are used ‘to structure a normative landscape’ and transmit ideas of right and wrong, and
are thus engaged in the construction of ideological values in a given society (Cresswell, 1996, p. 8).
Reiterating Douglas’ analysis that perceptions of disorder depend on beliefs in a classificatory system of
order, Cresswell (1996, pp. 149-150) analyses reactions to ‘out of place’ things and persons to pinpoint
dominant understandings of places in form of the ‘normal’. His work further emphasises the role of power
in defining spatial deviances. Places are subject to discourses that seek to maintain ‘normative
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geographies’ and reign in any spatial transgressions that threaten to subvert it, warding off the dangers
matter and bodies out of place pose to the existing order (Cresswell, 1996, pp. 9, 60).

The work of Douglas and Cresswell provides a theoretical foundation for studies of various sensory and
embodied transgressions of normative spatial and social orders. For example, Tan (2013) demonstrates
that, in Singapore, smoking in public is perceived as a ‘sensorially transgressive’ practice that offends and
disgusts. Similarly, Dennis (2016) discusses smoke as polluting not only the lungs of the smoker and those
around them, but also clothes, skin, or furniture. Smoking is deviant not just as an in situ act, but smoke
lingers and taints people or places long after the activity has ceased. Sharing this focus on sensory
transgressions, studies by researchers such as Pennycook and Otsuji (2015) and Rhys-Taylor (2017) have
analysed concerns surrounding the smell of certain (e.g. ‘ethnic’) foods in urban and other (semi-)public
environments, and highlighted their association with social and racial hierarchies. Finally, scholars have
inquired into sources of ‘aural discomfort’ in urban space, such as behaviours that cause noise nuisances
(Shantz, Kearns and Collins, 2008).

Banal breaches of the public and interaction order are also frequently discussed in writings on public
transport environments and passenger practices, which will be explored in-depth in Section 3.2. First
however, | will introduce scholarship on the regulation and management of incivilities and disorder in
cities.

3.1.2 The management and regulation of urban misconduct

Cities have long been central to studies of social control. Sociological interest in the notion of social control
can be traced back to a period of rapid urbanisation experienced by Western societies in the early years
of the history of sociology as an academic discipline. Early sociologists shared then-popular worries that
urbanisation undermined the ‘traditional’ social order and caused social problems (Meier, 1982, p. 37f).
Primary groups, central to village life, were believed to be a wellspring of social order that was absent in
cities and needed to be replaced by new means of regulation (Meier, 1982, p. 39).

Cities have retained their central position in sociological studies of social regulation to this day.
Contemporary thinkers attest that the atmospheres of insecurity and desires for control shaping modern
societies manifest themselves most evidently in urban spaces (Beck, 1992; Deleuze, 1992; Garland, 2002;
Rose, 1996). Political and academic discourse positions the city as at permanent risk of falling victim to
disorder and as a space that must be secured accordingly (Coaffee, Wood and Rogers, 2009). Efforts at
guarding the city are described in an extensive body of scholarship on processes of urban control. Next to
conventional means of maintaining order in the city such as policing (Fassin, 2013; Yarwood, 2007),
surveillance technologies (Coleman, 2004; Norris and Armstrong, 2010), and informal control in
communities (Duneier, 1999; Foster, 1995; Jacobs, 1991; Mele, 2017), scholars have analysed a broad
array of interlinking strategies of urban control. These include (para-)legal means such municipal laws and
anti-social behaviour orders (Beckett and Herbert, 2008, 2010; Burney, 2009; Flint and Nixon, 2006; Millie,
2009), private security services (Loader, 1999; Neocleous, 2007; Polak-Rottmann, 2018; Pow, 2013), and
promoting citizen vigilance (Larsson, 2017). In the form of gated communities and defensive architecture
(Davis, 1990; McCann, 2009; Ruppert, 2006), gentrification (Persak and Di Ronco, 2018), and privatisation
of spaces that limit supposedly public places to ‘appropriate’ (i.e. spending) individuals (Mitchell, 1995;
Zukin, 1998), even cities’ layout and material infrastructure has been recognised as a regulatory medium.
Importantly, these regulatory strategies are not exclusively driven by governmental authorities, but also
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involve community and commercial bodies and are advanced in public-private partnerships (Bullock, 2014;
Kennelly and Watt, 2011; Larsson, 2017).

The above described expansion and intensification of urban control mechanisms is part of a wider culture
of control characterised by a re-emergence of punitive sanctions, an expending infrastructure of crime
prevention and community safety, and emphasis on risk and danger (Garland, 2002). The imprint new
regulatory strategies are leaving on cities has been conceptualised as ‘fortress urbanism’ (Davis, 1990) or
‘revanchist urbanism’ (Smith, 1996), and its effect on (Western) cities is well documented (Minton, 2009;
Ruppert, 2006). Far from being exclusively concerned with protecting the city against crime, these
strategies are linked to attempts to create ‘desirable’ cities that are attractive to investors, tourists, and
middle-class residents. Desires to create ‘beautiful’ and ‘safe’ spaces translate into efforts to ‘sanitise’
urban space. Often, this takes the form of exclusionary practices that displace ‘disorder’ and ‘undesirables’
from city centres (Cook and Whowell, 2011; Rogers and Coaffee, 2005; Shantz, Kearns and Collins, 2008,
p. 52).

While studies of social control in contemporary cities recognise the employment of increasingly diverse
regulatory technologies, they largely share the earlier identified blind spots of the wider incivilities
literature. Scholars studying the workings of urban control predominately focus on regulatory
interventions targeting criminal and criminogenic behaviours (Smith, Phillips and King, 2010). As this thesis
aims to spotlight efforts to manage minor transgressions of behavioural expectations that are often
neglected in the wider literature, it is again the work of Smith and his colleagues that presents a valuable
starting point. Smith et al. (2010, pp. 162—-187) distinguish between five approaches to addressing
inappropriate and inconsiderate conduct in everyday urban life: self-help, legislation, diversion, education,
and design. Each of these will be discussed in turn, and | will refer back to them sporadically throughout
the chapter to classify regulatory approaches discussed in the wider literature.

The first category, self-help, describes individual attempts at tackling incivility by ‘dealing with’ rude
strangers personally or changing one’s routine (e.g. avoiding certain locales and behaviours; Smith, Phillips
and King, 2010, p. 163ff). For example, victims of uncivil behaviour may choose to communicate their
disapproval through (para)-linguistic means such as sighs, or choose to avoid late-night buses. However,
such an approach is not without its problems. Avoiding ‘risky’ behaviours or locales means giving up
personal liberties. Furthermore, the approach also has practical limits as encounters with rude strangers
and norm transgressions are generally unpredictable. Finally, Smith et al.’s (2010) study showed that
victims of uncivil behaviour often hesitate to engage in confrontational strategies; ignoring the offense or
attempting to exit the situation are much more common behaviours.

The second category of legislation refers to (para-)legal endeavours that facilitate official interventions
(e.g. fining, ticketing offenders; Smith, Phillips and King, 2010, p. 167ff). However, legal interventions can
be challenging to implement. For example, they might require processes for impartially evaluating the
highly subjective experiences that rude or inappropriate encounters present. Furthermore, the effective
policing of incivilities would require substantial funds that might be required for different, more pressing
issues. Aside from such practical problems, there are also concerns that the legal regulation of mundane
micro-transgressions that are usually governed by social norms, customs, and informal social control
would constitute an overreach by the state.

Distraction, the third regulatory strategy identified by Smith and his colleagues (2010, pp. 162, 170ff)
describes efforts to ‘distract, re-route, or otherwise take out of circulation potentially incivil people’. This
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may involve a careful management of urban ‘time-space dynamics’ (Smith, Phillips and King, 2010, p. 163)
such as by directing fans of different football clubs into opposing directions after a match to avoid conflict
or staggering school closing times to prevent streets filling up with excited teenagers. Alternatively, a
distraction approach may mean changing the atmosphere of a certain locale (e.g. by playing classical music)
or shifting its centre of attention (e.g. by hiring performers). Smith et al. (2010) see potential in such an
approach. Diversion and distraction are ‘less confrontational and constitutionally problematic’ than legal
interventions, and appropriately address incivilities and other everyday breaches of the urban order as
outcomes of specific situations (Smith, Phillips and King, 2010, p. 170). However, distraction-based
approaches are far from perfect. Not only do they usually require a clearly defined target group and
location, but they also possess discriminatory potential (e.g. playing high frequency sounds that affect all
young people).

The fourth regulatory strategy identified by Smith et al. (2010, p. 173ff) is that of education. Education-
based attempts to manage misconduct consist of efforts to convey social norms governing behaviour in
public (Smith, Phillips and King, 2010, p. 163). Such regulatory efforts might take a cognitive or a moralistic
approach, such as by seeking to directly convey behavioural guidelines, or make audiences ashamed of
their (supposedly) poor behaviour. The effectiveness of educational campaigns is up for debate. In
particular, there is scepticism regarding the suitability of education-based strategies that could be
perceived as ‘preaching’ or ‘blaming’ by audiences (Smith, Phillips and King, 2010, p. 174). We will return
to this issue later in this thesis (Sections 7.4 and 9.2.1).

Design, the final regulatory strategy Smith and his collaborators (2010, p. 176ff) identified, refers to efforts
to minimise the likelihood of uncivil behaviour through purposive manipulation of the urban environment
such as by creating spaces that are conducive to low stress levels and smooth navigation and movement.
In other words, urban authorities and stakeholders should seek to

‘[...] create an environment in which well-meaning people can act without annoying others.
Spaces and places need to be thought out so that tempers do not snap, people do not collide,
those with baggage can get out of the way or are somewhere else, interpersonal space is
maintained and behavioural externalities, such as smoking or talking on mobile phones, do not
bother other people.” (Smith, Phillips and King, 2010, p. 179)

Smith et al. (2010, p. 179) argue that inspiration for such an urban design could be taken from theme
parks® which generally endeavour to reduce the stress levels in crowded spaces by providing distractions
in areas where people are likely to queue and wait, as well as providing ample lavatories and free water
fountains. Interestingly, they also identify signage as another essential component of incivility-adverse
environments. Clearly displaying relevant information in public spaces (e.g. wayfinding information,
departure times) can help reduce the anxiety of individuals moving through or using the space, thus
facilitating a relaxed atmosphere and crowd dynamics. The authors further argue that signage can ‘head
off’ problems caused by misconduct by clarifying behavioural expectations (Smith, Phillips and King, 2010,
pp. 184-185).

9 Smith and his colleagues (2010, pp. 179-180) are aware of criticisms that social scientists have directed at theme
parks such as Disney Land (e.g. insidiously moulding human behaviour), but argue that ‘well-designed civic spaces’
do not necessarily lead to the creation of consumerist dupes.
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Design approaches are founded on the belief that the urban layout and infrastructure influence informal
social control mechanisms and the occurrence of incivility. They are thus similar to distraction and
diversion techniques in that they tackle incivilities as products of specific situations. However, while
distraction approaches usually involve the temporary manipulation of urban space, design approaches
present permanent interventions in city infrastructure. The underlying rationale of design approaches is
further in line with popular situational crime prevention approaches that seek to ‘design out’ crime by
reducing the crime ‘affordances’ of urban spaces through manipulation of the environment (i.e. ‘Crime
Prevention Through Environmental Design’, often abbreviated as CPTED; Crawford and Evans, 2012;
Schimkowsky, 2021a). Notably, such approaches have frequently been criticised for creating ‘dystopian
and prison-like’ urban spaces that ‘increase fear of crime and decrease civic amenity’ (Smith, Phillips and
King, 2010, pp. 177-178). Smith and his collaborators contend that urban stakeholders seeking to reduce
incivilities through design approaches should learn from such criticisms by aiming for design solutions that
do not negatively impact the liveability of a city: what is required are ‘aesthetic surfaces that promote
relaxed behaviour and signal civilisation’ (Smith, Phillips and King, 2010, p. 178).

Contemporary efforts to manage and influence citizen conduct often involve design approaches. In cities,
‘undesirable’ urban subjects (e.g. the homeless) are often forcefully ‘moved along’ through design
interventions such as metal spikes in doorways, automatic water sprinklers in parks, various forms of
‘bum-proof’ benches, and other examples of a hostile urban environment that prevent ‘illicit’ lingering
and have received similar criticism as CPTED approaches (Jensen, 2019). Since the mid-1990s,
governmental authorities have also adapted ‘nudging’ as a means of shaping individual and public
behaviour. Shaping peoples’ ‘choice architecture’ by changing default options or ‘designing in’ the
preferred behaviour, nudging presents an innovative strategy of leading citizens towards desirable
conduct in everyday life (Chriss, 2016). Notably, nudging approaches are not limited to the adjustment of
the built environment, but also include changing the design of regulations, systems, and (consumer)
products (e.g. encouraging recycling by making recycling bins bigger than those for general waste).

Authors have also frequently observed the use of education-based approaches to the regulation and
management of everyday incivilities. An example of this is research on so-called ‘civilising offensives’. First
coined by Dutch researchers in the late 1970s to describe 19" century bourgeois efforts to improve the
life and conduct of the ‘lower classes’, the term civilising offensive has since developed into an analytical
concept that is used to describe systematic efforts by powerful groups to educate ‘problematic’ and
marginalised populations in desirable habits (Flint, Kruithof and Powell, 2015; Powell, 2007, 2013) and
reminds us of the moral enterprise described by Becker (1973; see also Chapter 2). While the terminology
appears to invoke Elias’ The Civilizing Process, early scholars working on the topic primarily drew not on
the German-British sociologist, but U.S.-historian Christopher Lasch’s (1977) analysis of ‘forces of
organized virtue’ in the context of the emergence of behavioural rules in Victorian England: the moral
enterprise of educators, bureaucrats, doctors, and feminists to impose ‘bourgeois domesticity’ upon
society (Kruithof, 2015; de Regt, 2015). Elias’ work, however, was soon integrated into the concept, even
though there exist some tensions between the notions of civilising process and civilising offensive. While
Elias does mention organised endeavours to educate marginalised classes (e.g. by the church), these are
not discussed in-depth, and are not presented as integral components of his theoretical framework (de
Regt, 2015). In fact, Elias’ idea of the civilising process significantly diverges from the notion of the civilising
offensive. While the former describes a blind and unplanned process that is driven by sociogenic and
psychogenic changes (see Chapter 2), the latter refers to deliberate efforts to ‘correct’ or ‘improve’ the

46



conduct and cultural practices of marginal groups that are seen as in need of education — or threatening
the established social order (Powell, 2007, 2013; de Regt, 2015). Furthermore, whereas the civilising
process works through mechanisms of distinction and imitation and is closely tied to inequal social
structures, civilising offensives can be argued to reduce inequality by integrating ‘lower groups in the
culture of the higher strata’ (de Regt, 2015, n.p.). However, civilising process and civilising offensive are
not necessarily irreconcilable concepts. De Regt (2015, n.p.) argues that even though the civilising process
‘as a whole’ might be unplanned, this does not necessarily mean that privileged and powerful social
groups do not attempt to steer the conduct of marginalised classes into a specific direction. Similarly,
distinction and incorporation processes are not fundamentally incompatible: integrating the marginalised
social groups into the culture of the privileged and powerful classes does not automatically erase
inequality.

The notion of the civilising offensive has been employed for the discussion of a diverse array of topics
ranging from Roma travellers (Powell, 2007) to residential childcare policies (Vertigans, 2015) or policies
of the Thatcher government (Clement 2015). Although scholars have primarily drawn on the term to
discuss government initiatives targeting marginalised groups, they have also found that civilising
offensives can be conducted internally, driven by the ‘respectable’ strata of a certain group (van Ginkel,
1996). Notably, the concept of the civilising offensive has primarily found application in studies of Western
societies. An exception to this is Zhang and McGhee’s (2021) research on ‘moral clinics’ that target the
‘uncivil’ behaviour of rural migrants in Chinese cities, and Zhang’s (2020) study of ‘moral review
committees’ that address undesirable conduct related to various aspects of everyday life in rural China,
such as breaches of norms of filial piety or issues relating to public hygiene.

Apart from scholarship that makes explicit use of the notion of the civilising offensive, there exists a
diverse body of scholarship that explores campaigns and initiatives eliciting ‘appropriate’ conduct in more
varied geographical concepts. For example, campaigns that encourage manners or hygiene have been
observed in East Asian nations such as China (Bach, 2010; de Kloet, Chong and Landsberger, 2011;
Landsberger, 2001; Nguyen, 2012; Tomba, 2009), Singapore (Lazar, 2003, 2010; Yeo and Tupas, 2018) and
Japan (Garon, 1997). Such initiatives may be driven by preparations for mega-events and the will to
project the best possible image of the nation to the outside world (Garon, 1997; de Kloet, Chong and
Landsberger, 2011), or by the perceived need to introduce urban dwellers to new forms of infrastructure
(Butcher, 2011; Ureta, 2012). Alternatively, campaigns may be motivated by business interests, such as
efforts by the Japanese tobacco industry to teach ‘smoking manners’ in order to avoid formal regulation
(Kashiwabara and Armada, 2013). Like the literature on civilising offensives, these studies largely discuss
not targeted and in-situ means of policing deviance and disorder, but broader attempts at behavioural
regulation aiming to educate urban dwellers as a specific kind of person, focusing on the mundane habits
of everyday life. Accordingly, as mentioned above, most of the initiatives and interventions discussed in
the above mentioned studies belong in the ‘education’ category of Smith et al.’s (2010) framework: they
present educational efforts to advance social norms and behavioural expectations. However, this does
not mean that they are necessarily exclusively education-based. Instead, they might be combined with
(para)-legal and other assertive interventions in misconduct (see for example work on government
policies such as Clement, 2015). Indeed, they are often tied to — and advanced together with — ‘disciplining
offensives’ that pursue the same goal of regulating and managing conduct through more assertive means
such as threats of punishment (van Ginkel, 1996).
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3.1.3 Styles of urban conduct regulation

Contemporary urban authorities are often inclined to regulate urban deviance and disorder through
punitive technologies of control (Davis, 1990; Garland, 2002; Smith, 1996). However, it is also possible to
identify a parallel movement towards ‘subtle’ and non-assertive means of behavioural regulation. The
proliferation of ‘subtle’ regulatory strategies has been observed in various areas of urban governance but
is particularly evident in regulatory interventions seeking to elicit desirable modes of public conduct and
urban citizenship. For example, Clarke’s (2019) study of urban nuisance governance in Australia found
that city authorities prefer to appeal to citizens’ self-governance abilities through the use of educational
and persuasive strategies in the first instance, and employ punitive measures only in severe cases. Clarke
further observes that urban authorities are concerned with the regulated residents’ satisfaction with the
regulatory process, as ‘customer satisfaction’ helps improve a regulators’ legitimacy and their ability to
secure cooperation from regulatees’ (Clarke, 2019, p. 535).

Clarke’s findings are in stark contrast to the punitive and revanchist turn observed in the wider incivilities
literature. This difference can potentially be explained by the fact that many of the misconducts and
complaints tackled by the city authority in Clarke’s study were low-level forms of deviance (e.g. unkempt
lawns) and perpetrated by citizens from diverse socio-economic backgrounds — instead of the
(semi-)criminal and criminogenic conduct of marginalised populations that is the focus of most of the
incivilities literature. However, a trend towards subtle and gentle forms of regulation can also be identified
in efforts to manage marginalised or otherwise ‘problematic’ urban dwellers. For example, instead of
being expelled, homeless people in Montreal or Gothenburg might be gently encouraged to ‘move on’
through strategies that lay claim to public space and establish expectations which behaviours and people
are desirable (e.g. cultural activities and participative beautification and ‘greenification’ initiatives that;
Margier, 2016; Thorn, 2011). Other examples of a turn towards subtle and innovative approaches to
regulation and management of conduct can be found in the design and manipulation of ‘atmospheres’ in
policing techniques and prisons (Wall, 2019; Young, 2019), or the engineering of atmospheres to modify
customer behaviour in malls, such as through illumination technologies (Hudson, 2015). The above
discussed use of ‘nudging’ can also be seen as evidence of a larger trend towards inventive modes of
managing conduct. Nudges aim to ‘reduce citizen backlash against [...] an overly interventionist and ham-
fisted Nanny State’ by masking strategies of intervention, and have been described as a ‘softer form of
paternalism’ and effort to make regulatory efforts more palatable (Chriss, 2019, p. 20).

The difference between punitive/direct and subtle/indirect modes of behavioural regulation can also be
conceptualised in terms of ‘hard’ and ‘soft’ modes of control. While ‘hard’ control refers to conventional
regulatory technologies that are seen as assertive, authoritative, and formal (e.g. CCTV surveillance or
traditional policing), the term ‘soft’ refers to persuasive and less-assertive strategies. Negishi (2016, p. 11)
describes these ‘soft’ techniques as ‘modulative approaches to control’ that ‘psychologically sway
[individuals] to undertake a particular set of actions and movements’. Rather than through ‘discipline and
punishment’, these technologies of control work through ‘encouragement and promotion’ (Negishi, 2016,
p. 13). This dualistic conceptualisation is in line with previous theoretical advancements such as Cohen’s
(2001) distinction between ‘hard-edged’ approaches to control involving coercion and ‘soft-edged’
approaches involving instead psychological and therapeutic forms of diagnosis, persuasion, and
intervention (Innes, 2003). However, the analytic dichotomy of ‘hard’ and ‘soft’ modes of control also has
significant shortcomings. Although the terminology of ‘hard’ and ‘soft’ control has been employed by
various studies (e.g. Cohen, 2001; McCarthy, 2014; Mele, 2017), they are used without a uniting
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conceptual framework or reference to each other. While Negishi (2016) provides a persuasive
introduction to the term, his work has not yet found widespread adaption. In other words, most scholars’
usage of the term ‘soft’ appears to reflect linguistic intuition rather than a developed theoretical
framework. A consequence of this is that the term is not coherently and consistently used: the term ‘soft’
control has been employed to refer to such different phenomena as therapeutic approaches to regulation
and policing (Cohen, 2001; McCarthy, 2014) and informal control exercised by residents (Mele, 2017).

This section has provided an overview of literature related to problematic forms of behaviour in urban
space and the way they are governed. It has focused on scholarship of mundane transgressions of
behavioural expectations in public space, thus highlighting that it is not just (semi-)criminal conduct that
imperils the ‘order’ of contemporary cities, but a much wider array of potential disruptions that include
inconsiderate, offensive, sensorily transgressive, or otherwise inappropriate behaviours. Subsequently, it
has explored research on regulatory efforts employed to produce and maintain public order beyond
standard control technologies such as policing, fines, and surveillance, placing a particular focus on subtle
or soft approaches to managing conduct. The following section will focus on mobility practices as a context
in which mundane transgressions of behavioural expectations and benign approaches to managing
conduct are particularly accentuated and have frequently received scholarly attention.

3.2 Mobilities and misconduct

This section will provide an overview of scholarly accounts of misconduct and its regulation in the context
of mobility practices and transport spaces. While, as in the case of scholarship on misconduct in cities
more broadly (see above), there is a significant body of literature focusing on criminal and harmful forms
of deviance in mobility situations (e.g. sexual harassment on public transport; Ceccato and Newton, 2015;
Horii and Burgess, 2012; Newton, 2014; Zunino Singh, 2017), research on such serious transgressions will
again largely be bracketed out to instead highlight studies that engage with mundane incivilities such as
transgressions of passenger etiquette and rowdy motorist behaviour.

There is a clear connection between mobilities and misconduct. As discussed in the previous section, the
majority of everyday incivilities are encountered ‘in the process of going somewhere’ (70 per cent) and/or
relate to movement and space management (60 per cent; Smith, Phillips and King, 2010, pp. 26—28). This
link between mobilities and misconduct can be explained through the structure of uncivil encounters. The
research of Smith and his colleagues (2010) argue that it is more likely to encounter incivility while in the
process of getting somewhere than at ‘destinations’ of public life (e.g. restaurants, supermarkets) because
streets and transit spaces often lack the rule ‘enforcers’ (e.g. members of staff) and clear-cut behavioural
norms that characterise destinations. Behavioural norms governing passenger conduct on public
transport (e.g. regarding seat usage) are primarily based on unspoken agreements and not policed by
transport providers. Accordingly, claims to seating (e.g. by a senior citizen) may only be ‘informally exerted’
by passengers themselves (Wilson, 2011, p. 639). Urban mass transit spaces present a liminal location
between the public and the private realm in which ‘tacit conventions regarding appropriate self-
presentation [...] enter a grey zone that is also in-between’ (Berry and Hamilton, 2010, p. 112). In other
words, being on the move ‘involves a more anarchic environment’ where behavioural norms are less
defined, encounters more transient, and enforcers absent (Smith, Phillips and King, 2010, p. 28). In
addition, interactions between mobile subjects are more likely to produce incivility than those between
static subjects. In particular, incivility appears to be linked to situations in which one party moves — or
attempts to move — faster than another, or is heavily encumbered (e.g. dragging a bulky suitcase).
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Accordingly, the extant literature recognises that mobility practices facilitate the occurrence of incivility,
especially in situations when movement is ‘difficult, disjunctive and out of step with the general flow’
(Smith, Phillips and King, 2010, p. 64).

Concern for the misconduct of mobile subjects is particularly evident from scholarship on driving practices
and their regulation. Efforts to manage the behaviour and mindset of drivers have a long history. For
example, Merriman (2005a, 2006) has discussed attempts to govern the practices and subjectivities of
motorists in post-war Britain through employment of a ‘Motorway Code’ and an array of technology-,
infrastructure- and media-based regulatory strategies. Similar government efforts to transform motorist
etiquette, emotions, and driving practices in order to encourage a ‘more cautious driving subjectivity’
have been observed in the wake of mass motorisation in post-war Japan (Roth, 2012). Around the same
period, there have also been efforts to regulate the transgressive and dangerous driving practices of
Japanese truck and taxi drivers that were driven by socio-economic conditions such as the ‘gamification’
of work (Roth, 2019, p. 4). Next to these historical studies, there also exist multiple ethnographic studies
of motorist misconduct. For instance, Nuhrat (2020) discusses the transgressive manoeuvres (e.g. running
red lights, using emergency lanes, unauthorised U-turns) motorists in Istanbul employ to save time,
circumvent traffic jams, and ‘get ahead’ in the competitive driving environment of the Turkish metropolis.
Her study also examines the narratives through which motorists make moral sense of their mobile conduct.
Lumsden’s (2015) ethnographic study, on the other hand, has focused on efforts to ‘(re)civilize’ motorists,
taking up the case of young drivers in Scotland to highlight that it is not just risky and illegal driving
practices, but also other mobility-related forms of deviance such as car modification that become the
target of governmental concern and regulatory efforts. Finally, prior scholarship has also examined civil
driving behaviour, such as through an Laurier’s (2019) ethnomethodological account of motorists showing
appreciation for the considerate driving practices of other road users.

Government and academic attention to motorist (mis)behaviour can be explained by the centrality of
automobility and car culture in modern societies (Featherstone, Thrift and Urry, 2005). It is also likely tied
to the potentially deadly consequences of driving-related transgressions. For example, the Motorway
Code presented an official response to concerns about road safety and motorist behaviour (Merriman,
2005a). Similarly, Japanese government campaigns encouraging appropriate driving etiquette and
mindset were part of traffic safety campaigns tackling high accident numbers (Roth, 2012). However,
concern for the conduct of mobile subjects is not limited to transgressive driving practices. Government
authorities and other organisations are concerned with managing a diverse array of mobility practices
ranging from the promotion of desirable conduct among visitors to the British countryside (e.g. respectful
attitude and demeanour; Merriman, 2005b) to efforts shaping airline passenger behaviour and
subjectivities to ensure the security and profitability of aeromobility spaces (Adey, 2007; Bissell, Hynes
and Sharpe, 2012). The behaviour of public transport passengers is another major area of concern and
will be discussed in the following sub-section. First however, | want to briefly reflect on the regulatory
strategies that are employed to shape mobility practices in general.

The management of mobility practices and subjectivities is achieved through variegated regulatory
interventions, with textual and media devices among the most commonly employed. For example, British
government authorities sought to translate the Motorway Code into embodied motorist practices through
publicity campaigns including posters, press releases, cartoons, and events (Merriman, 2005a). Similarly,
the UK’s Countryside Code was articulated and translated into governmental practice through an array of
‘mundane media technologies’ ranging from posters to bookmarks that contributed to codifying
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(un)desirable conduct (Merriman, 2005b). Media-based initiatives are also common in Japan. Campaigns
promoting traffic safety and motorist etiquette have been frequently advanced through media such as
safety slogans hung alongside roads or traffic safety posters designed by school children (Roth, 2012).
Similarly, post-war initiatives targeting deviant mobility practices of truck and taxi drivers have featured
the public shaming of offending individuals in newspapers (Roth, 2019).

However, efforts to manage mobility practices are not limited to media and text-driven strategies.
Initiatives seeking to shape motorist behaviour may include legal regulations, police patrols, CCTV, or
integrating a psychological personality inventory into driving aptitude tests to make test takers aware of
their predispositions and encourage self-reflection (Lumsden, 2015; Merriman, 2005a, 2006; Roth, 2012).
Strategies may also involve changes to street and highway infrastructure or car technology (Merriman,
2006). For example, car makers in recent years have used technological interventions such as driver
drowsiness detection systems or displaying speed limit warning messages as part of the onboard
navigation system to nudge motorists in the direction of safe and sustainability driving practices (Spahn,
2013). Accordingly, there is range of educational, legalist, and design strategies that are employed to
manage mobility practices (see Smith, Phillips and King, 2010).

3.2.1 Transgressions of behavioural expectations in urban mobility environments

The conduct of public transport users is another area of mobility practices that has been a frequent target
of governmental intervention. Passenger behaviour is always potentially problematic because of mass
transit environments’ inherently public nature. Sharing the vehicle and station space with fellow urban
denizens is a defining characteristic of public transport usage (Mattioli, 2014). This inevitability of co-
presence positions passengers’ mobility practices as a public performance that is more strongly shaped
by behavioural expectations and socio-cultural norms than ‘private’ mobility practices such as
automobility. Public transport users’ conduct on public transportation is usually influenced by their
awareness that they can be heard and seen by others passengers (Mattioli, 2014, p. 3). In other words,
their behaviour and self-presentation is ‘constrained by the dictates of the public nature of sharing [the]
carriage with other commuters’ (Berry and Hamilton, 2010, p. 113). This gives commuter behaviour a
‘rule-governed and scripted’ character which ‘acts as a safety valve, reducing the friction that might
otherwise manifest itself as a result of being forced into closed proximity with strangers’ (Symes, 2007, p.
458).

This description of commuter practices as ‘scripted’ reminds us that passenger practices are socially
constructed. As discussed in Chapter 2, becoming a passenger requires the acquisition and exercise of
urban knowledge and competencies, such as the ability to navigate transit spaces (Bissell, 2018; Symes,
2013) or claim territories inside the transport vehicle through the use of objects and devices (Watts, 2008).
Frequent users of public transport acquire passengering habits that shape their urban mobility experience.
For example, the ‘strains of the daily commute’ are more bearable for habituated and accustomed
passenger bodies (Bissell, 2014, p. 485). Accordingly, passenger habits and competencies constitute a
form of ‘mobility capital’ that influences the ‘speed and comfort of passage’ (Shilon and Shamir, 2016, p.
250). They are integral to the smooth operation of the transport system as they allow ‘passengers,
carriages, railways, signs, platforms, and entry and exit points to coalesce into an apparently seamless
whole’, supporting ‘the routine use of metro and train systems to access places’ (Doody, 2020, p. 4). It is
thus unsurprising that public transport companies frequently engage in efforts seeking to educate
passengers in correct and desirable mobility skills and knowledge, as we will see in Section 3.2.2.
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Regardless of the potential ordering effect passenger competencies and habits have on urban mobility
practices and environments, the co-presence with other commuters remains a problematic aspect of
public transport usage. Lin (2020b, p. 153) observed that contemporary societies appear to produce
individuals who are increasingly intolerant of and uncomfortable with ‘moving proximately with strangers’.
In fact, physical proximity to other passengers is a principal reason why many people dislike public
transport (Mattioli, 2014). This aversity to stranger proximity is evident from railway passengers’
preference for standing over sitting down next to other commuters (Evans and Wener, 2007). Public
transport users seek distance from other passengers through social avoidance techniques such as
minimising eye contact (Evans and Wener, 2007), employing involvement shields such as newspapers and
mobile phones to exercise civil inattention (see Clayton, Jain and Parkhurst, 2017; Goffman, 1971; Hirsch
and Thompson, 2011), or utilising personal listening devices to ‘sound out’ the environment (Bull, 2006).
In other words, the co-presence with other passengers presents public transport users with the task of
managing contact with strangers (Benediktsson et al., 2018). Carving out and protecting personal space
in the public environment of the train is an important aspect of passengers’ mobility practices (Hirsch and
Thompson, 2011). If this ability is limited (e.g. because of vehicle layout or level of crowding), it results in
a greater social engagement than desired (e.g. eye contact, overhearing conversations, direct bodily
contact) which can cause discomfort!® (Evans and Wener, 2007; Hirsch and Thompson, 2011).

The physical proximity to other public transport users thus comes with an inherent potential of annoyance
and discomfort. Diverse behaviours and sensations can become the source of passenger irritation. One of
the most common causes of vexation and discomfort in mass transit environments are transgressions of
tacit agreements regarding what constitutes appropriate commuter conduct, or ignorance of the needs
of other public transport users. Examples of this include passenger neglect of common boarding and
seating etiquette (e.g. blocking seats with luggage, not offering seats to individuals in need; see Likhacheva
and Kapkan, 2019; Steger, 2013; Wilson, 2011). Unwanted stimuli are another major cause of passenger
annoyance and discomfort. For instance, mobile phones present a potentially problematic technological
artifact in transport spaces as they can cause noise disturbances and unsolicited exposure to other
passengers’ private conversations (Jain, 2011; Srivastava, 2006). Similarly, noisy conversations, loud music
or smelly food are other examples of undesirable sensations and experiences that may provoke
‘unwanted arousal’ among passengers (Stradling et al., 2007; Watts, 2008, pp. 720-721). Notably, the
vexation of undesirable stimuli does not need to be rooted in serious transgressions of commuter conduct
or related ideals of appropriate behaviour. More than severity, it appears to be the frequency of
transgressions that affects commuters as it can ‘wear people down’ (Moore, 2011, p. 56). In fact, even
(seemingly) banal micro-actions such as the repetitive tapping of fingers can be aggravating and give rise
to negative affective fields in the enclosed space of the carriage (Bissell, 2010). Notably, the above
described sources of annoyance are in line with understandings of external stimuli as stress factors in
cities (see Mubi Brighenti and Pavoni, 2019; Simmel, 1995). The problematic status of unwanted stimuli
in public transport environments closely mirrors concerns regarding ‘sensory transgressions’ of the wider
urban order (see Section 3.1.1). Accordingly, it is possible to identify clear connections between current
scholarship on urban mobility practices and environments and the classical sociological work of thinkers
such as Simmel and Goffman (Adey, 2010). This is also evident from passengers’ engagement with manner

10 Notably, not all public transport users might perceive contact with other passengers like this, and might instead
welcome public transport as an opportunity for social interaction or observation (Hirsch and Thompson, 2011;
Mattioli, 2014).

52



transgressions, such as their use of ‘involvement shields’ to exercise civil inattention (see above; Clayton,
Jain and Parkhurst, 2017).

The likelihood to encounter passenger misconduct and experience discomfort in mass transit
environments is heightened by their characteristics as public spaces. Urban public transport ridership is
often transitory, with a quick turnover of passengers leading to potentially volatile passenger dynamics
(Likhacheva and Kapkan, 2019). Passenger relations in this environment are largely governed by norms of
civil inattention which can be easily abused to ignore behavioural expectations (e.g. feigning sleep in order
to circumvent social pressure linked to not offering a seat to a person in need; Likhacheva and Kapkan,
2019; Steger, 2013). In addition, the fact that the encountered offenders are usually strangers lowers
passengers’ tolerance towards inappropriate and intrusive behaviours (see Evans and Wener, 2007,
Likhacheva and Kapkan, 2019). Passengers’ sensitivity towards misbehaviour is further heightened by the
crowdedness of the transit environment, the experience of which in turn is easily aggravated by factors
such as the natural and built environment (e.g. wet carriage surfaces on a rainy day), perceived risk (e.g.
safety, public health), or insufficient information provision by the transport provider (Hirsch and
Thompson, 2011). Finally, public transport brings together individuals from variegated social, cultural, and
economic backgrounds who pursue diverse mobility goals (e.g. work, errands, recreation) but cannot
escape each other’s presence until they disembark (Moore, 2012; Smith and Clarke, 2000; Symes, 2007;
Wilson, 2011). The diversity that characterises urban transit’s passenger demographics can in itself be a
cause of irritation and discomfort because different socio-cultural groups might have disparate
understandings of what constitutes appropriate behaviour in public (Mattioli, 2014). Specific passenger
populations might be perceived as inherently ‘problematic’ by urban denizens which can be linked to and
reproduce existing structures of marginalisation (see Wilson, 2011). While this is frequently connected to
ethno-cultural difference, it can also be tied to other factors such as age and socio-economic position. For
example, school pupils tend to experience public transport commutes — time they spent away from the
disciplining gaze of parents and teachers —as a time of relative freedom which may cause them to deviate
from ‘normal’ commuter conduct, turning them into transgressive mobile subjects (Symes, 2007).

The occurrence of passenger incivilities and misconduct is also connected to environmental factors.
Passenger conduct and etiquette can differ according to the time of day and level of crowdedness. For
instance, it has been observed that passengers tend to be less willing to offer their seats to individuals in
need on crowded evening commutes (Likhacheva and Kapkan, 2019) and develop boarding techniques
that may be detrimental to other passengers when they frequently travel in crowded conditions (Hirsch
and Thompson, 2011). The physical transport environment can also influence passenger (mis)conduct,
with different transportation infrastructures ‘affording’ different passenger behaviours and degrees of
etiquette adherence (see Hutchby, 2001; Yaneva, 2009). For example, Lee (2021) observes that passenger
conduct etiquette on Taipei busses and trains lacks behind that on the city’s subway system due to
infrastructural conditions: different from the subway network, doors of buses and trains do not open in
predictable locations which negatively affects queuing behaviour.

3.2.2 Managing passenger conduct

The above section has examined the potentially problematic implications of the public character of urban
transit environments, making clear that the transgression of a commuter ‘code of conduct’ and transit
etiquette can cause co-passengers annoyance as well as bodily and emotional discomfort. This is echoed
in surveys of public transport users. For example, a Transport for London survey suggests that the conduct
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of fellow passengers is a concern for many transport users, with respondents mentioning mundane
incivilities and disorders such as the disposal of chewing gum on bus seats as negatively affecting their
transit experience (Moore, 2010, 2011). This has ramifications for public transport companies seeking to
provide passengers with a comfortable transit experience as a form of customer service (see Section 2.7).
Comfortable transit experiences are not fully determined by corporate service provision efforts (e.g.
amiable vehicle interior design such as padded seats) but are also ‘contingent on travellers abiding by
many unstated rules of behaviour that maintain a tranquil experience’ (Jain, 2011, p. 1021). In other words,
customer service experiences on public transport are ‘holistic’ as they include factors that are outside of
companies’ direct control (Olsson et al., 2012, p. 413). Furthermore, passenger misconduct may also
negatively affect peoples’ willingness to use mass transit (Moore, 2011; Stradling et al., 2007) and can
further potentially cause accidents or operational delays (see above, see Chapter 5). Accordingly, it is
unsurprising that transport companies engage in a range of efforts seeking to shape passengers’ mobility
practices and tackle misconduct.

While severe forms of deviance such as crime and fare dodging are frequently tackled through assertive
and infrastructural interventions in transport spaces such as CCTV cameras, ticket gates, and patrols
(Ceccato and Newton, 2015; Newton, 2014), mundane forms of passenger misbehaviour are often
addressed through educational strategies. Like the above discussed initiatives targeting motorists, many
of these interventions are driven by media technologies. For example, scholars have highlighted the use
of announcements and departure melodies to encourage desirable passenger practices (Lee, 2021; Manea,
2017). Textual devices such as signage and posters, like the ones that are the focus of this this thesis, also
find frequent usage in transport systems around the world, and will be examined more in depth in Section
3.3.2.

Didactic interventions in passenger conduct are particularly evident in the event of technological and
infrastructural transformations. New forms of transport technology may require the acquisition of entirely
new mobility skill sets —appropriate passengering practices do not come naturally, but need to be taught
and learned (Lofgren, 2008). For example, the opening of the New York City subway at the beginning of
the 20™ century required transport authorities to educate passengers in appropriate mobility practices
and police conduct: New Yorkers needed to learn how ‘to behave as proper subway passengers’ (Héhne,
2015, p. 317). The more recent launches of the Delhi and Taipei subway systems were accompanied by
similar efforts to educate urban residents in appropriate forms of commuter conduct (Butcher, 2011; Lee,
2021). The introduction of new urban transport infrastructure appears to necessitate — from the
perspective of transport authorities at least — the disciplining and homogenisation of user practices in
order to ensure safe and smooth transport operations (Héhne, 2015). Likewise, major changes to public
transport systems, such as a revision of the ticket system or the influx of new passenger populations
through the opening of lines in previously unconnected areas may also prompt transport authorities to
engage in educational efforts (Ureta, 2012). Importantly, didactic interventions are also not reserved for
new passenger groups. Public transport providers frequently employ educational interventions to
improve the behaviour of the existing passenger population (e.g. as ‘reminders’). For example, Symes
(2007, p. 449) observes that stations and carriages on Sydney’s urban railways system are ‘lined’ with
‘disciplinary texts’ that outline a code of commuter conduct. Similarly, Moore (2010, 2011) discusses
Transport for London’s use of a poster campaign to tackle existing problems with uncivil conduct on public
transportation by promoting consideration and tolerance among passengers.
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Educational strategies are frequently combined with other regulatory interventions. For example, the
‘disciplinary texts’ mentioned by Symes (2007, p. 449) sometimes warn of penalties for breaching the
passenger code of conduct, thus linking what Smith et al. (2010) classify as educational and legal strategies.
Another example of the use of law-based approaches to managing passenger conduct can be found in the
case of the Taipei Mass Rapid Transit System; eating and drinking on which are officially prohibited (and
finable) through legislative efforts on a state-level (Lee, 2021). Passenger behaviour on public transport
systems may also be modulated through ‘design’ strategies, primarily in form of purposive adjustments
of the built environment or technological transport infrastructure, such as through platform demarcations
indicating where passengers should line up, or installing heavy turnstiles on public buses to fight fare
evasion (Lee, 2021; Mufioz, 2020). Such environmental approaches to managing passenger conduct are
not limited to urban mass transit but are also commonly employed in other forms of mobility
infrastructure such as airports. For example, by withholding gate information until the last minute, screens
with departure information are often used to hold passengers in spaces such as retail areas. This illustrates
that design solutions can be used to both facilitate and impede movement, depending on the interests of
the involved stakeholders (Woolgar and Neyland, 2013).

A closer examination of design-based interventions reveals two points of note. First, design approaches
are indicative of the wider turn towards subtle regulatory techniques discussed in Section 3.1.3. Next to
the departure display example, evidence of intricate and innovative efforts to modulate peoples’ conduct
in transport environments can be found in the manipulation of ambiances and affective atmospheres to
‘prime’ public transport passengers to ‘act in a particular way’ (Bissell, 2010, pp. 274-280). For example,
railway companies train frontline employees in affective smiling techniques to encourage positive
passenger behaviour and comportment, while at the same time protecting the ‘myth of customer
sovereignty’ (Negishi, 2016, p. 110; see also Chapter 8). A second implication of design-based regulatory
approaches is that they can negatively affect accessibility and passenger comfort. For example, the above
mentioned new turnstile design turned out to be not just a hindrance for fare-dodgers but also for paying
passengers with bodily configurations that differ from that of an able adult: wheelchair users, children,
and senior citizens can only navigate the turnstile through physical exertion or with the help of others
(Munoz, 2020). This indicates that the ideal of comfort that dominates customer service and satisfaction
discourses (see Chapter 2) can be overlooked when transport providers ‘prioritize control and efficiency’
(Munoz, 2020, p. 7). Accordingly, there is a risk that design-based regulatory approaches create a hostile
environment that excludes some groups from public transport spaces, causing mobility injustice (Jensen,
2019).

Regardless whether taking the form of educational, legal, or design approaches, the effectiveness of
efforts to manage passenger conduct is disputed. While some industry research has sought to prove the
effectiveness of corporate interventions (see Yamauchi et al., 2005), academic commentary on the subject
has been largely sceptical. For example, Watts (2008, pp. 720-721) points out that while transport spaces
can be designed to reduce such sensory infections such as ringing mobile phones or headphone sound
leaks (e.g. quiet coaches), they can never be entirely avoided and always present a potential risk. Similarly,
scholars have observed that didactic technologies such as announcements encouraging public transport
users to offer their seat to passengers in need are often ignored (Likhacheva and Kapkan, 2019). One
factor that may influence the effectiveness of regulatory initiatives is the reputation and perceived
legitimacy of the involved organisations. For instance, Lee (2021) observes that while official civility
campaigns in Taiwan were often unsuccessful in the past because the island’s authoritarian government
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was considered to be in a weak position to encourage civility, Taipei residents are more willing to follow
the ‘code of civil behaviour’ outlined by contemporary MRT campaigns because the transport system is
well-managed and runs smoothly.

This section has provided an overview of scholarly engagement with mundane misconduct in the context
of mobility practices and environments. It has identified mass transit environments as a key arena in which
everyday behaviours become problematic due to the characteristics of urban mobility settings as public
space. It has further highlighted the diverse and often subtle regulatory practices employed to manage
and modulate the behaviour of mobile subjects. The following section will take a deep-dive into one set
of regulatory technologies identified in the above discussion, namely signs, posters, and other discursive
devices.

3.3 Signage in urban environments

Regulatory interventions seeking to modulate passenger conduct in public transport spaces frequently
take the form of media devices such as signs and posters (see Bissell, 2018; Moore, 2010, 2011; Symes,
2015; Ureta, 2012): textual inscriptions in the material environment that | will refer to as ‘signage’. This
section will introduce the reader to scholarly approaches to understanding signage’s presence in and
effect on urban spaces.

3.3.1 Linguistic landscape studies

One of the primary scholarly conceptualisations of signage in urban environments is provided by Linguistic
Landscape (LL) studies. The concept of the LL refers to the ‘visibility and salience of language on public
and commercial signs in a given territory or region’, such as in form of ‘public road signs, advertising
billboards, street names, place names, commercial shop signs, and public signs on government buildings’
(Landry and Bourhis, 1997, pp. 23, 25). LL research is a relatively recent subfield in sociolinguistics
(Backhaus, 2007, p. 3) that is usually traced back to the work of Landry and Bourhis (1997). Since their
influential paper, some scholars have argued for a more generous conceptualisation of the discursive
objects making up the linguistic landscape. Moving beyond signs and plaques, Itagi and Singh (2002) have
argued for a definition that includes all visible text in a given area (e.g. newspapers, t-shirt slogans).
Recognising that text is just one dimension of the media environments humans inhabit and responding to
advancements in social semiotic thought discussed above, scholars have lobbied for adopting the term
semiotic landscape. This accounts for a ‘multimodal’ understanding of landscapes that includes ‘sounds,
images and graffiti’ (Shohamy and Gorter, 2009, p. 4) along with other ‘discursive modalities’ such as
architecture and the built environment (Jaworski and Thurlow, 2010, p. 2). However, there is also some
resistance against attempts to broaden the definition of the linguistic landscape, due to a preference for
a narrower definition which keeps it as a workable methodological concept (Backhaus, 2007, p. 61).

Historically, the notion of the linguistic landscape grew out of studies of multilingualism and has been
primarily utilised for such (Landry and Bourhis, 1997; Mooney and Evans, 2015, p. 96; Spolsky, 2009, pp.
25-26). These studies focus on matters such as the dynamics of multilingualism in urban spaces in relation
to language policy (dal Negro, 2009; Sloboda, 2009) or identity and representation (Curtin, 2009; Kallen,
2009). Studies of multilingualism in LLs have been conducted in various countries, including Japan
(Backhaus, 2007, 2009). While the details of these examinations of urban multilingualism are only of
limited interest to us here, this scholarship has developed analytical tools that are useful for the study of
signage more broadly. For example, LL research provides us with a vocabulary for classifying different
kinds of urban signage. Following Landry and Bourhis’ (1997) distinction between ‘private’ and
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‘government’ signs, scholars have put forward multiple binary pairs, such as ‘top-down’ and ‘bottom-up’
signs (Ben-Rafael et al., 2006), ‘official’ and ‘non-official’ signs (Mooney and Evans, 2015, p. 87) and
‘commercial’ and ‘non-commercial’ signs (Backhaus, 2007). While these scholars categorise signage
primarily according to its issuing body, alternative classificatory attempts focus on their relative location
(Kallen, 2010) or function and material character (Spolsky and Cooper, 1991). Dray (2010, pp. 108—109)
further distinguishes between embedded and disembedded signs, i.e. signs which’s content addresses
and is contextualised by the setting the sign is situated in, and those which primarily refer to social
situations different from their spatial location. Scollon and Scollon (2003, p. 37) further help us distinguish
between urban signs based on the discourse they belong to (i.e. municipal regulatory; municipal
infrastructural; commercial and transgressive discourses). While critics have pointed out the
methodological pitfalls of several of these classificatory attempts (Huebner, 2009; Spolsky, 2009), they
nevertheless provide a useful analytical grid.

While the multilingualism studies heritage of LL research has proofed a limitation since most studies focus
entirely on the logics of language choice rather than sign content (Papen, 2012, p. 58), recent scholarship
has developed the concept of LL into an analytical lens used to inquire into topics beyond multilingualism.
The concept has been employed to examine issues such as gentrification and resistance (Papen, 2012),
urban planning policies (Leeman and Modan, 2009, 2010), and gender and sexuality (Milani, 2018). While
pushing the boundaries of linguistic landscape research, these studies also build on a recognition of the
relation between the written environment and questions of power (Ben-Rafael, 2009; Coulmas, 2009)
that has been present in LL research since its inception (Landry and Bourhis, 1997).

3.3.2 Signage as co-constituting urban environments

Research on urban signage is not limited to LL studies but can also be found in the wider social science
literature, albeit rather sporadically. The following paragraphs will discuss the analytical foci of
sociological studies of signage. First among these are investigations of the socio-cultural implications of
urban sign environments. An example of this is Halonen and Laihohen’s (2021) study of ‘dog signs’ (i.e.
signs warning of or prohibiting the presence of dogs) in Finland and Romania which demonstrates that
apparently trivial signs encountered around the city can indicate wider societal norms. Another instance
of research in this vein is Hickey’s (2012) study of commercial signage advertising planned communities
in Australia which positions signage as expression of an underlying cultural order. As both material
artefacts and expression of a symbolic realm, signs ‘exist at the intersection of the physical and the
symbolic’ (Hickey, 2012, pp. 10, 30-31). They constitute the ‘tangible form’ through which the ‘deep
workings of culture’ can become a subject of sociological analysis (Hickey, 2012, pp. xv, 10). The cultural
meanings of sigh environments are also frequently emphasised in studies of transport spaces. Researchers
have examined the ad and signage environments of subway stations, analysing the different collective
identities they attempt to invoke (Jiang, 2018; Lewis, 2003) and the overlapping, conflicting, and fragile
ideological discourses found within them (Cockain, 2018).

A second theme is the analysis of signage as participant in the production of urban spaces and society.
Researchers have argued that the ‘outdoor media landscape’ contributes to the constitution of a public
sphere (lveson, 2012). Signage and other outdoor media present a platform which ‘channels various ideas
and images into the public scene’ (Silla, 2019, p. 78). Furthermore, it is a form of ‘urban furniture’ that
influences the experience of everyday urban environments (Krajina, 2019, p. 393; Silla, 2019, p. 78).
Notably, these researchers observe that components of the outdoor media landscape are rarely ‘viewed
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in isolation’ but instead ‘[tend] to function as a scenographic element of the eventful space of the street’
(Silla, 2019, p. 78). In other words, urban audiences often consume outdoor media in a ‘distracted’ or
unfocused fashion, such as through peripheral vision (Silla, 2019, p. 78). Repetitive exposure to the same
urban media can even lead urban dwellers to ‘overlook’ media texts (Krajina, 2019), although this does
not mean that they lose their effect (Silla, 2019). The assembled urban media landscape gives
environments a certain ‘ambience’ from which it is difficult to escape (Silla, 2019).

Signage does not just shape the cultural environment of public spaces but also their socio-material order
(Denis and Pontille, 2015, p. 340; Fuller, 2002, p. 203). Signs ‘organize [...] the material world’ (Scollon and
Scollon, 2003, p. 167), participating for example in the construction of differences between public and
private space. Next to geosemiotics, which will be explored more in depth in Chapters 4 and 7, many of
these studies can be aligned with understandings of language as ‘performative’ and signage as inscriptions
that ‘do things’ (Austin, 1962; Denis and Pontille, 2014), as well as a conceptualisation of objects as actors
(or ‘actants’) with diverse capabilities and affordances that are fundamentally involved in the construction
of human societies and environments (Latour, 2007). Highlighting signage as participants in the
production and organisation of space, these studies go far beyond linguistic and semiotic explorations of
signage and instead link it to investigations of mobility, security, and urban space. Specifically, we can
identify two interrelated research foci, namely studies of signage as 1) making places readable and 2)
conveying behavioural expectations and regulating conduct, both of which shall be examined in turn.

Analysis of signage as making places readable primarily focus on signs that shape practices of movement
in public space. Directional signage makes places legible and manoeuvrable (Sharrock and Anderson,
1979). Signage can facilitate or hinder ‘the physical circulation and movement of people, vehicles and
goods’ (Jensen, 2014, p. 572). Accordingly, signage, alongside other objects such as architectural or
technological artefacts, are involved in the management of spaces and the people who move through it.
This has been illustrated through the case of airports (Woolgar and Neyland, 2013). Even a simple arrow
sign is a core participant in processes of place-making by enabling navigation of unfamiliar spaces and
encouraging individuals to move on, thus facilitating passenger flow (Fuller, 2002, p. 233). Navigation is
further eased through standardising wayfinding systems between locales such as different airports (Fuller,
2002) or within the domain of a particular public transport provider (Denis and Pontille, 2014). This
stabilisation of the local semiotic environment may also facilitate the creation of specific urban ‘territories’,
such as by symbolically separating the spaces of different transport providers in the same city (Denis and
Pontille, 2014). However, the socio-material order created through signage is always itself constructed.
Sign-production involves strategic design decisions, such as in order to maximise impact (Juhlin and
Normark, 2008). Official signage is created in institutional processes that transform the sign in the course
of its production (Latour and Hermant, 2006). Furthermore, placing signs requires the active reconciliation
of sign policies and conditions on the ground (Denis and Pontille, 2010). Finally, the order produced by
signage systems is always fragile. Signage is vulnerable to threats such as decay, vandalism and theft that
endanger the socio-material order and must be warded off through continuous maintenance (Denis and
Pontille, 2014, 2015).

Another research focus relates to analysis of signage as conveying behavioural rules and expectations. A
typical example of this are the ‘legal visual semiotics’ of road signs that inscribe duties, responsibilities
and prohibitions into traffic environments, reproducing legal regulations as a fact of everyday life (Wagner,
2006), and positioning signage as a component of the larger regulatory apparatus of nation states (Volpp,
2019). Signage also plays an essential role in commercial and transport environments. Augé (1995)
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emphasises the importance of signage in the ‘non-places’ of ‘supermodernity’ that lack definition through
historical memory or relational bonds (e.g. airports, hotel rooms). Instead of engagement with other
people, individuals primarily make sense of non-places through the texts found within them, which
provide ‘instructions for use’ (Augé, 1995, pp. 94-96). This notion of signage as a user manual suggests
that signs are not only involved in place-making practices by allowing the identification and navigation of
urban and infrastructural environments, but also by making explicit the conventions and expectations
governing them. Signage can define places as (not) meant for particular activities (e.g. ball games, smoking)
or persons (e.g. minors) (Mooney and Evans, 2015, pp. 90-92). By communicating the behavioural norms
of a given locale, signage possesses a preventive governmental capacity: it can ‘head off’ problems of
misconduct before they occur (Smith, Phillips and King, 2010, pp. 184—185). Signage is thus a means of
guiding and regulating behaviour, and a technology of urban learning (Lofland, 1973, pp. 113-117).

Signage can be employed to shape conduct both directly or indirectly (Dann, 2003). While indirect
approaches may see signage identifying spatial boundaries (e.g. demarcations created through ‘Staff Only’
signs) or announce control mechanisms (e.g. patrol schemes), direct interventions may range from
‘petitionary’ signs that politely appeal to readers to ‘hortatory’ notices that carry explicit commands and
‘minatory’ signs threatening penalties (Dann, 2003). United by a common attempt to deter or elicit specific
behaviours, these signs can be conceptualised as regulatory signage. Regulatory signage has been studied
by linguists who have analysed signs’ linguistic and semiotic structure in order to distinguish between
different forms of prohibition signage (Domke, 2015; Wagner, 2015). Within the social sciences, the study
of regulatory signage has been advanced by Hermer and Hunt (1996, p. 458) who draw on Miller and Rose
(1990, p. 9) to position it as a technology of normalisation and governing ‘at a distance’ used to shape
self-regulating subjects. While regulatory signage is employed to manage diverse areas of everyday urban
life, such as public urination, hawking, and loitering (see Hermer, 1997; Whitecross, 2009), its authority
largely depends on its official appearance, e.g. a slashed-out red circle (Hermer and Hunt, 1996).

Drawing on Hermer and Hunt (1996), Lippert (2009) discusses CCTV signage as a mundane governmental
technology, means of political subjectification, and part of a wider ‘surveillant assemblage’. The link
between signage and surveillance has also been explored by other authors. Building on the concept of the
semiotic landscape (Landry and Bourhis, 1997; Shohami and Gorter, 2009), Jones proposes the notion of
surveillant landscapes that make ‘people and their actions visible and legible’ (Jones, 2017, p. 150). Next
to surveillance technologies (e.g. CCTV, sensors) and architectural openings (e.g. windows), this regulatory
environment features signage announcing the presence of surveillance schemes. According to Jones (2017,
p. 153), CCTV signage alerts individuals that they are ‘being watched’ and utilises discursive strategies to
turn them into ‘more compliant objects of surveillance’. Surveillant landscapes thus operate in the service
of ‘particular ideologies and power structures’ (Jones, 2017, p. 182). Similarly, Cole (2002, p. 430) has
argued that signage advertising CCTV schemes, alongside CCTV technology itself, facilitates a panopticon-
like ‘automatic functioning of power’ by conveying to individuals the permanent visibility of their actions.

Deploying signage outlining behavioural expectations is a common regulatory strategy in public transport
spaces. The urban mobilities literature is ripe with references to the use of signage to modulate passenger
behaviour. For example, Ureta (2012) analyses ads and signage as one of several ‘disciplinary devices’
employed on the Santiago de Chile metro to ‘civilise’ passengers, appealing to them to follow desirable
rules of circulation and mannered behaviour. Similarly, Butcher (2011, pp. 238, 243) describes efforts by
Delhi transport authorities to educate passengers in the ‘correct’ use of the subway through ‘discipling
codes’ of ‘dos and don’ts’ that are proclaimed through signage and announcements. Cockain (2018)
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observes how regulatory discourses stipulating conventions and behavioural expectations intermix with
marketplace discourses in Shanghai subway stations, and de los Reyes (2014) analyses English-language
use in regulatory signage in trains stations in the Philippines. These studies have also emphasised the
limits of control messaging: passengers frequently transgress or ignore the regulatory discourses set out
by signage (Butcher, 2011; Cockain, 2018) or might sacrifice manners in the interest of ensuring smooth
and swift navigation of the transport space (Ureta, 2012). Notably, while surveillance studies highlight
signage as involved in urban crime prevention practices, studies of signage in mobility and public transport
contexts instead primarily discuss it as addressing a broad range of mundane practices related to the
production of desirable and appealing transport environments!!. The etiquette-related signage that is
analysed in the above mentioned studies of public transport contexts further can differ from standard
prohibition signs. While the latter usually forbid a particular activity at a specific location or time, etiquette
and manner signage might be intended to not just change passengers’ behaviour in mobility contexts, but
also outside of it, e.g. by encouraging being considerate of others (Ureta, 2012). Accordingly, the
boundaries between regulatory signage that attempts to regulate in situ behaviours and campaigns that
endeavour to shape peoples’ attitudes and conduct more broadly are somewhat porous. Discursive
passenger etiquette improvement campaigns can thus be understood as related to poster-based public
communication campaigns addressing health concerns and substance abuse (Gorsky et al., 2010; Rice and
Atkin, 2013) or broader ‘civilising’ campaigns (Garon, 1997; Nguyen, 2012; see also Chapter 2) that are
also often found in public transport environments (Cockain, 2018; Lazar, 2003; Lewis, 2003).

This section has provided an overview of scholarly accounts of signage. Focusing on signage’s role in co-
creating the socio-material order of urban environments and managing behaviour in public spaces, the
section has highlighted it’s flexible employment as a regulatory device. Following the classificatory
framework proposed by Smith et al. (2010) that was introduced earlier in this chapter, we can
conceptualise signage as a governmental technology that finds use in educational, legal, and design
approaches to managing human conduct: it can convey behavioural expectations, announce and threaten
potential sanctions, and directly modulate human movement (e.g. through arrows and other forms of
wayfinding signage). This section concludes our three part introduction to scholarship on the management
of mundane misconduct. Changing tracks, the following section will discuss research on Japanese urban
public transport, thus familiarising readers with the state of scholarship on the chosen case study.

3.4 Urban railways in Japan

There is a rich amount of scholarship on the spatial, economic, societal, and political organisation of
Japanese cities (Pekkanen, Tsujinaka and Yamamoto, 2014; Sorensen, 2002; Sorensen and Funck, 2007;
Waley, 2007, 2013). Tokyo in particular has received significant scholarly attention, with prior research
exploring the city’s history (Hasegawa, 2015; Jinnai, 1995; Sand, 2013; Screech, 2020; Seidensticker, 1991a,
1991b; Tagsold, 2010), socio-cultural spaces and their mediation (Baudinette, 2016; Brumann and Schulz,
2012; Coates, 2015, 2017a; MacGregor, 2003; Morris, 2010; Purkarthofer, 2020), as well as various other
aspects of urban life, organisation, and representation in the Japanese capital (Hino, Uesugi and Asami,
2018; Holthus et al., 2020; Waley, 2006).

Scholars of Japanese urban sociality and mobility agree that railways play a defining role in the societal
and spatial organisation of Japanese cities. Urban rail has been a defining component of city life in Japan

11 A broad scope of regulatory targets is also found in sighage in other urban environments, e.g. in signs addressing
sensory transgressions such as offensive smells (Pennycook and Otsuji, 2015).
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since the early decades of the 20" century and remains essential for the operation of socio-economic life
in Japanese cities until today (Negishi and Bissell, 2020). Inner-city rail networks and their expansion
facilitated processes of urbanisation in Japan (Zacharias, Zhang and Nakajima, 2011), and have shaped
diverse aspects of urban existence ranging from culture (e.g. by prompting the production of specific
cultural practices and products, such as publications that can be easily read on trains), to the workings of
political power (e.g. by facilitating demonstrations; Fujii, 1999).

More fundamentally, urban rail enabled the emergence of new urban subjectivities that still shape life in
Japanese cities today, such as that of the consumer, commuter, or salaryman'? (Freedman, 2011; Fuijii,
1999; Hankins, 2018). It transformed modes of public interaction and sensibilities by ‘changing sensory
perceptions of urban crowds’ and the way urban residents viewed each other and the city (Freedman,
2002, p. 23). Characterised by crowdedness and co-presence with strangers, commutes facilitated the
acquirement of new embodied practices and interpersonal relations (Fujii, 1999). Along with larger
transformations in Japanese society such as the legal abolishment of a strict social hierarchy and evolving
work practices, the train carriage contributed to the emergence of ‘stranger sociability and anonymity’ as
dominant mode of modern urban life (Hankins, 2018, p. 186). It provided a stage for urban dwellers to
acquire and practice the interpersonal skills and sensibilities that city life necessitated (e.g. civil
inattention; Hankins, 2018). Shaping modern urban subjects, the development and expansion of mass
transit systems in Japanese cities thus had a disciplining effect (Fujii, 1999; Hankins, 2018). The structural
transformations in Japanese society that facilitated these developments have been discussed by Miki
(2005) who explores the social history of commuting in Japan from the Meiji period to the First World War
and ties its emergence as common social practice to the growth of railway infrastructure, the beginning
of wage-labour system, and the creation of a national school system.

Railway networks further shape the spatial and temporal organisation of Japanese cities. The train
schedule impacts the rhythms on urban life, with the ‘regular cessation’ of train services in Tokyo creating
a night-time ‘void’ (Dimmer, Solomon and Morris, 2017, p. 29). Urban railways also structure peoples’
experience of Japanese cities. For example, Tokyo residents often state the location of their home by
referring to nearby stations and train lines (Purkarthofer, 2021; Qiao, 2019). Moreover, railway mobilities
also influence place-making processes, as Coates (2018) illustrated through the example of Tokyo's
Yamanote line and the Ikebukuro district. Similarly, Linhart (1998) observed that railway infrastructure
and commuting patterns have directly influenced the creation of leisure and entertainment areas
(sakariba) in Japanese cities. The development of urban railways within inner Tokyo led to the
development of sakariba around stations, and the decline of previously popular entertainment districts
without direct railway access. Performing a wide range of commercial and cultural functions apart for
public transportation, railway stations are further entwined with broader urban planning and urban
regeneration programs (Qiao, 2019; Zacharias, Zhang and Nakajima, 2011). Finally, the impact rail services
have on urban space and urban planning in Japan has also been demonstrated in the context of the
opening of shinkansen line between Tokyo and Osaka in 1964 (Abel, 2019).

12 While the term salaryman (or salariman in Japanese) in principle refers to any employee receiving a monthly wage,
it primarily signifies male full-time white collar employees or executives in the private sector. Images of the
salaryman as suit-wearing ‘corporate warrior’ and breadwinner enduring long train commutes every day trace back
to the early 20™" century, but it was in the decades after the Second World War that the salaryman emerged as
archetype not just of Japanese masculinity, but respectable middle-class existence and citizenship. It remains closely
connected to domestic and international imaginings of Japan (Dasgupta, 2013; Mackie, 2002).
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Above discussions of the railway systems’ influence on the organisation of urban space are located in a
broader body of scholarship examining the socio-cultural impact of the development of the Japanese
railway system. For example, the expansion of the railway system has been tied to the establishment of a
national standard time and a stronger time consciousness among Japanese (Nakamura, 2002; Tsuji, 2006).
Other authors have examined the cultural footprint of the shinkansen bullet train, and its role as a symbol
of contemporary Japan (Hood, 2006), or argued that the opening of the first shinkansen line in 1964
redefined domestic perceptions and imaginings of the Japanese nation, its regions and cities (Abel, 2019),
and became a lens through which social change was understood in 1960s and 1970s Japan (Abel, 2021).

Another body of scholarship explores Japanese urban railway environments as socio-technological spaces.
A prime example of this is Fisch’s (2018) anthropological account of Tokyo’s commuter rail network. Fisch
observes that Tokyo’s railway system, transporting more than 40 million passengers a day, operates
‘beyond capacity’ in terms of carriage congestion and traffic density, and asks how it can avoid systematic
collapse despite near constant operational overload (Fisch, 2018, pp. 1-2; see Schimkowsky, 2021e).
Somewhat counterintuitively, he suggests that the answer to this does not lie in absolute adherence to a
tight schedule and the demands of the technological system, but rather ‘flexible and dynamic interaction
between human and machines’ (Schimkowsky, 2021e, p. 303). Operation beyond capacity is achieved
through systematic underdetermination in form of a ‘margin of indeterminacy’ (Fisch, 2018, p. 31).
Research on Japanese urban mobilities has further analysed the embodied and social experience of inner
city railway travel and the commuter crowd (Chowdhury, 2020), musicians’ appropriation of public
transport spaces such as station passageways for performances (Simpkins, 2020), and the fleeting, semi-
anonymous sociality of digital encounters on commuter trains (Nishimura, 2018). Furthermore, there is a
growing body of scholarship on the sarin gas attacks on the Tokyo subway in 1995 that explores the
terrorist attacks’ socio-political implications and the way they are remembered (Eckersall, 2011;
Pendleton, 2009, 2011a, 2011b, 2016, 2019). Importantly, Pendleton (2011b) has observed that the
attacks shattered previously hegemonic Japanese notions of not just underground rail travel, but also the
country of Japan as safe®?, thus again highlighting the enormous impact railway mobilities have on the
Japanese national imagination and public discourse.

34.1 Japanese train manners and their management

Matters of passenger conduct and etiquette have repeatedly gained the attention of scholars studying
public transport spaces in Japan. Researchers have examined the behavioural norms governing seating
etiquette (Steger, 2013) and the use of cell-phones on Japanese trains (Okabe and Ito, 2005). These
studies have emphasised passengers’ ‘management of the gaze’ to negotiate behavioural transgressions
and sanction manner infractions. For example, public transport users might seek to discipline manner
offenders by glaring at them, or close their eyes and feign to be asleep in order to circumvent behavioural
expectations to yield their seat to passengers in need. Furthermore, scholars have pointed out that
passenger manners — much in line with the general importance of etiquette in Japanese society (see
Bardsley and Miller, 2011) — are a recurrent topic in Japanese public discourse, with tales of manner
transgression often tied to a perceived general societal decline (Fisch, 2018, pp. 61-62; Okabe and Ito,
2005). Finally, researchers have also examined the gender-specific ways passengers inhabit public
transport spaces in terms of bodily comportment (Getreuer-Kargl, 2012), and various forms of (activist,

13 This was also facilitated by the Kobe earthquake in the same year as well as an economic downturn. For more
information, see Leheny and Liu (2010).

62



artist, and other) interventions that have disrupted the public order of Tokyo train carriages in the past,
such as collective knitting events (Pendleton, 2018).

Taking up the case of Tokyo’s urban railway network, Fisch (2018) observed that the extreme levels of
carriage congestion and traffic density that define railway traffic in the city have given rise to highly
specific codes of passenger etiquette. For instance, the behavioural expectation to maintain silence on
commuter trains is tied to passengers’ desire to carve out space for themselves in the crowded carriage
environment in order to manage ‘their degree of entanglement within the (commuter) collective’ (Fisch,
2018, p. 55). In other words, train manners do not just reflect broader societal values (e.g. a disapproval
of inconveniencing others) but contribute to the production of a ‘gap’ that facilitates Tokyo’s railway
system’s operation ‘beyond capacity’ (Fisch, 2018, pp. 60—62). Notions of good commuter etiquette, such
as the importance placed on auditory restraint, are not just connected to broader social norms, but also
the interplay between commuter collective and technological infrastructure: the norm of silence ‘is not
imposed on commuters; it is a condition born in the interplay between human and machine’ (Fisch, 2018,
p. 55).

Train manners can be distinguished from legal regulation of officially prohibited behaviours such as
groping **, violence, vandalism and sabotage. While Okabe and Ito (2005) observe that manner
transgressions might be sanctioned through gazes of fellow passengers, Fisch (2018, p. 61) observes that
they rarely prompt intervention by fellow passengers, who instead tend to ‘accommodate disruption
through passive tactics such as averting attention or even moving away’. Similarly, while transgressions
against legal regulations are often quickly policed through an overwhelming deployment of railroad
employees, manner offenses do not prompt a similarly assertive institutional intervention. Instead,
manner transgressions are tackled by public transport providers through pervasive mediated
interventions in railway carriages and stations such as standardised announcements asking passengers to
put their phone to silent mode (Okabe and Ito, 2005) and departure melodies that indicate the end of the
designated boarding period (Manea, 2017). The most prominent intervention in matters of passenger
etiquette however comes in form of manner posters which visually inscribe behavioural expectations into
Japanese public transport environments, and thus fall into the Smith et al’s (2010) categories of
‘education’ and ‘design’ approaches to addressing incivility (see Section 3.1.2).

The presence of manner posters in Japanese railway stations and trains has been commented on by
several authors (Bayne, 2018; Eberhardinger, 2019; Fisch, 2018; Miller, 2011a; Mizuta, 2013; Negishi,
2016; Padoan, 2014). This scholarship has positioned manner posters as part of the linguistic landscape
of public transport environments in Japanese cities (Bayne, 2018), and of a larger Japanese tradition of
visual problematisations of inappropriate conduct (Miller, 2011a). Authors have also started to examine
the linguistic and semiotic composition of selected posters. For example, Eberhardinger (2012, n.p.) ** has
conducted a textual analysis of four manner posters from the 1970s and 1980s, identifying iconicity,
cultural appropriation of famous global imagery, humour, and bold colours as elements of posters’
semiotic code that are strategically employed in a pursuit of ‘harmonious social order’ and ‘polite and civil
cooperation’. Similarly, Padoan (2014, p. 591) sees manner posters’ function as exercising ‘prescriptive
power’ and establishing a ‘distributed’ mobile panopticon ‘in which everyone is assumed to control
everybody else’. Drawing on continental semiotic theory for an analysis of a 2008-2010 series of manner

14 See Horii and Burgess (2012) for more information on the problem of groping on Japanese trains and passenger
and company reactions to it.
15 Eberhardinger (2012) is a longer version of Eberhardinger (2019) which is cited elsewhere in this thesis.
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posters, he identifies the use of humoristic visuals and a clear visual demarcation of offender and victim
passengers (e.g. through different colour schemes) as strategies employed to persuade viewers of good
transit etiquette. At the same time, Padoan (2014, p. 594) observed that passenger-audiences also have
access to ‘powerful counterstrategies’, such as subverting corporate manner communication through
creating and circulating parody posters online. Building on a linguistic analysis of the same 2008-2010
poster series, Mizuta (2013) described manner posters as complex and indirect persuasive texts that
attempt to convey ideas of good transit etiquette without threatening passengers’ ‘face’ through the use
of inclusive grammatical forms, humour, and combination of verbal and visual components. Sociologically-
oriented accounts of manner posters have followed the analytic thrust of this scholarship by positioning
manner posters in a wider network of mechanisms of ‘soft control’ in the Tokyo subway that aims not
only at securitisation but also the convenience of passenger-customers (Negishi, 2016), and as evoking a
‘sense of a collective’ by employing an interplay of affective and prescriptive modes (Fisch, 2018, pp. 62—
63). In line with the above discussed semiotic studies, anthropological and sociological research has
recognised the use of a cute and playful visual and linguistic style featuring informal modes of address
and illustrated characters (Fisch, 2018; Negishi, 2016) that is at odds with previous analyses which view
regulatory signage employing an ‘official’ appearance to invoke legitimacy and authority (Hermer and
Hunt, 1996). Despite these recent advances in manner poster scholarship, there is still a need for further
investigation. Prior research on the subject is not yet in conversation with each other, and only integrated
into wider theoretical debates within the social sciences to a limited degree. Furthermore, most studies
only touch on the phenomenon of manner posters in passing as part of a larger study (Fisch, 2018; Miller,
2011a; Negishi, 2016) or take the form of working papers or dissertations (Bayne, 2018; Eberhardinger,
2012; Mizuta, 2013). Overall, there is a dearth of in-depth scholarly examinations of manner posters as a
genre of communication and the organisational context and considerations shaping their production and
deployment.

35 Concluding remarks: positioning the thesis

This chapter introduced readers to four bodies of literature: scholarship on urban misconduct and its
regulation, misbehaviour in mobility and transport contexts, signage and its role in the construction of
urban environments, and finally, urban railways in Japan. With the exception of the last cluster of area
studies research, the surveyed bodies of literature are loosely defined. They do not form self-aware,
specialist clusters of scholarship with a shared framework and scholarly mission. Instead, the studies they
encompass have been purposively put in relation to each other in the context of this chapter to provide a
starting point for the empirical inquiry that will follow in the remainder of the thesis. Although the
literature review has highlighted common themes and interests in prior research, the extant scholarship
is in fact characterised by a degree of disconnection. For example, while the literature review has
identified several studies that hint at the usage of innovative and subtle means of social control in cities,
these are largely isolated accounts that lack mutual engagement, conceptual cohesion and consistency.
Similarly, although the role of signage in managing behaviour in public has been commented on by several
authors, they are, for the most part, not in conversation with each other. In fact, several of the above
introduced studies discussing the deployment of signs in urban public transport settings (e.g. Bissell, 2018;
Butcher, 2011; Moore, 2010, 2011; Symes, 2015) are not studies of signage per se, but rather touch on
signage as part of broader academic inquiries into urban sociality and mobilities.

The lack of clearly defined bodies of prior research is evidence of the niche character of the topics explored
in this thesis. Matters of passenger etiquette and poster initiatives are far from being central areas of
sociological inquiry, as employment, ethnicity, gender, and similar subjects are. While it would have been
theoretically possible to frame the first three sections of this chapter (Sections 3.1-3.3) as ‘sociology of
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deviance’, ‘urban mobilities’, and ‘sociology of media’ or ‘social semiotics’ respectively, this would have
only accentuated the marginal position of research on mundane misconduct (in comparison to studies of
criminal behaviour), the management of passenger etiquette (in comparison to studies of the meanings
and practices of urban movement), and poster initiatives (in comparison to studies of other media such
as television, newspapers, or the internet) in these canonical fields of social science literature. In other
words, while this thesis is positioned at the intersection of multiple established areas of sociological
scholarship such as urban mobilities and the sociology of deviance, it is located at the very edges of these
fields.

The present and the preceding chapter drew on literature from across and beyond the social sciences (e.g.
sociology, human geography, socio-linguistics, urban studies, business studies) to contextualise this thesis’
inquiry into the management of passenger manners on Japanese public transport. The interdisciplinary
scope of these last two chapters is a response to the precarious position of research on the media-driven
management of passenger conduct in the established social science literature, i.e. the relative scarcity of
dedicated studies of the phenomenon. Furthermore, the interdisciplinary orientation results from the
recognition that this thesis’ research topic can only be comprehensively understood when drawing on
insights from various areas of scholarship: As a study of the management of behaviour in urban public
spaces it needed to consult sociological accounts of urban life and deviance; as a study of passenger
etiquette it had to engage with the mobilities literature; as a study on signage and its role in urban
environments it had to reflect on linguistic, semiotic, and ANT-inspired scholarship; and as a study of Japan
it needed to draw on relevant area studies scholarship. | will conclude this chapter by briefly highlighting
the thesis’ contribution to these four bodies of scholarship.

3.5.1 Contribution of the study

Positioned at the intersection of four interdisciplinary bodies of scholarship, the thesis’ contribution to
the extant literature is multifold. While the thesis’ contributions to academic discourse will be discussed
in-depth in Chapter 9, it is helpful to signpost three key areas of knowledge the following chapters aim to
advance:

The thesis advances our understanding of mundane misconduct and its management in cities and public
transport environments: Examining the management of everyday incivilities in public transport spaces,
this thesis responds to Smith and his colleagues’ (2010) call to redirect the focus of sociological studies of
deviance from (semi-)criminal activity in disadvantaged urban areas to benign misbehaviour in the
mundane spaces of everyday life. It adds to an emerging body of literature on everyday misconduct and
sensory transgressions in contemporary cities (e.g. Clarke, 2019; Pennycook and Otsuji, 2015; Shantz,
Kearns and Collins, 2008; Tan, 2013). The study further contributes to mobilities scholarship by zooming
in on public transport environments as ‘quintessential’ urban space (Benediktsson et al., 2018) and key
arena in which minor manner breaches become problematic (Smith, Phillips and King, 2010). Building on
prior scholarly observations that passenger behaviour is always potentially problematic (Benediktsson et
al., 2018; Bissell, 2010; Evans and Wener, 2007; Mattioli, 2014; Wilson, 2011), it will examine how
mundane passenger behaviours become the target of transport provider interventions — a question that
so far has only received limited attention (but see Ureta, 2012).

Examining the management of incivilities through poster campaigns, this thesis helps us understand how
everyday misbehaviour is dealt with in contemporary cities. It contributes to scholarship on education-
and design-based (see Smith, Phillips and King, 2010), ‘soft’ and ‘subtle’ governmental efforts aiming to
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elicit desirable modes of public conduct and urban citizenship (Chriss, 2016; Clarke, 2019; Margier, 2016;
Negishi, 2016; Thorn, 2011). Exploring the perspective of transport and advertising companies involved in
the creation of manner improvement campaigns, it offers a rare glimpse at the production side of
regulatory efforts in everyday urban contexts (see Clarke, 2019 for other research in this vein) and
highlights the involvement of private actors. The thesis provides insights into everyday incivilities and non-
assertive modes of regulatory intervention; two phenomena that are, although they are frequently
encountered in everyday urban life, under-researched in comparison to criminal forms of deviance and
assertive disciplinary strategies (e.g. policing). Accordingly, the thesis seeks to correct two relative blind
spots in the existing scholarship on urban deviance and mobilities.

The thesis advances our understanding of the use of signage in the management of urban spaces and
public behaviour: The degree of sociological attention that has been awarded to signage is
disproportionate to its ubiquity in contemporary cities. The majority of the existing literature on signage
takes the form of linguistic and semiotic explorations (Backhaus, 2007; Hickey, 2012; Huebner, 2009; Itagi
and Singh, 2002; Landry and Bourhis, 1997; Shohami and Gorter, 2009). Although there is a growing
recognition among social scientists that signage plays an important role in modulating behaviour in public
and shaping the socio-material order of urban environments (Fuller, 2002; Smith, Phillips and King, 2010;
Woolgar and Neyland, 2013), many of the existing studies only discuss signage in passing, and do not yet
form a coherent field of study. Accordingly, there is a clear need for dedicated sociological accounts of
signage. This thesis seeks to provide one such account. Following Hermer and Hunt (1996), it highlights
signage as a technology of mundane governance that organises urban space by conveying behavioural
expectations. It examines public transport etiquette posters as a type of signage that can be found in cities
around the world (Bissell, 2018; Butcher, 2011; Moore, 2010, 2011; Symes, 2015; Ureta, 2012), but has
not yet been analysed in depth. Inquiring into the logics and considerations that drive Japanese railway
companies’ poster campaigns, the thesis offers rare insights into the making of regulatory signage.

The thesis advances our understanding of Japanese cities and public transport: It is difficult to overstate
the importance of railways for city life in Japan. Urban railways are integral for the operation of socio-
economic life in Japanese cities (Negishi and Bissell, 2020) and constitute the primary means of transport
in Japanese metropolises (Enoch and Nakamura, 2008; Miki, 2005). Regardless of the centrality of railway
transit and commuting practices in contemporary Japanese urban life and the importance of etiquette in
imaginings of Japanese society, focused accounts of the behavioural expectations governing mass transit
are scarce. This research addresses this oversight by examining corporate efforts to manage passenger
behaviour on Japanese urban railways. Examining the logics shaping manner poster deployment and
design, it advances our understanding of manner posters as a genre of public communication that is a
pervasive presence in Japanese urban public transport environments and has received significant media
attention both in Japan and internationally (Asahi Shimbun, 1976, 1992, 2009; Kawakita, 2008), but has
not yet been awarded sufficiently in-depth scholarly attention.

Exploring prior research on mundane incivilities, the management of passenger behaviour, signage, and
Japanese urban mobility, this chapter has offered an overview of scholarship related to poster-based
etiquette improvement initiatives on urban public transport in Japan as this thesis’ area of inquiry.
Together with Chapter 2, it thus introduced the thesis’ analytical foundation. In the following chapter, |
will discuss the thesis’” methodological considerations and research approach.
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Chapter 4 Methodology

As outlined in the previous chapters, this thesis examines transport companies’ efforts to shape the
passenger conduct on the urban rail network in Tokyo. Specifically, the thesis is concerned with the logics
of railway company initiatives seeking to improve passenger etiquette. The primary focus lies not on
passengers’ behaviour in urban mass transit environments, but rather the processes and considerations
that shape the design of company-led manner improvement initiatives. As my primary disciplinary training
was in anthropology, my initial idea was to conduct participant observation in a Japanese railway company
to gain first-hand knowledge of the social setting and processes that produce manner improvement
campaigns. | imagined that ethnographic fieldwork in a company — e.g. sitting in on meetings in which the
content and style of manner posters was decided —would allow me to analyse the logics driving the design
of manner improvement initiatives and the inclusion of specific transgressive behaviours (see Condry,
2013’s work on anime for a successful example of such research). However, having lived in Japan for 4
years prior to starting the PhD, | also had serious doubts whether it really would be possible to gain
permission to conduct ethnographic fieldwork in a major Japanese company. | was aware that
organisational life in Japan tends to be shaped by rigid bureaucracy and regulations. If there is an
established process for a certain request, application or other procedure, things often run very smoothly.
If there is no predetermined pathway however, even seemingly simple requests can quickly morph into
an impossible undertaking. My concern was that there would not be a set pathway for a postgraduate
researcher to conduct fieldwork in a major Japanese company.

Undeterred by such concerns, my supervisors and | spent the initial period of my PhD course exploring
potential access avenues. Eventually, there was a flicker of hope when one of my supervisors contacted a
former colleague of his, who had previously worked with large Japanese companies and was now a
professor at Keio University in Tokyo. They kindly agreed to host me at Keio University and inquire into
potential fieldwork possibilities. Making use of personal connections, they were able to contact a senior
figure in the East Japan Railways (JR East) group, who asked their colleague Mr. Uematsu'®, a mid-level
manager at JR East to facilitate the research project. In the following months, Mr. Uematsu and my host
at Keio University repeatedly discussed the project, and it seemed like | would indeed be able to gain
research access to Japan’s largest railway provider. However, in a typical fieldwork twist, all of this fell
apart as soon as | arrived in Japan. During an initial joint meeting at the company’s Shinjuku headquarters,
Mr. Uematsu informed my host and me that it would be more difficult for him to assist me than he
previously thought. He had been transferred to a subsidiary company of the sprawling JR East group, and
the head of a section involved in planning manner improvement initiatives, a close friend of his, similarly
had just been transferred to a different company section. Mr. Uematsu did not know the new section
head well enough to approach him with my research request. In other words, any potential route of
(semi-)informal access negotiations was now closed. | left the meeting feeling clueless about how to
proceed.

After re-visiting the research plan and consulting with my host professor and my supervisors, | eventually
decided on a multi method approach featuring expert interviews, document analysis, visual analysis, and
transit ethnography. In the following, | will first give an overview of the employed methods and the

16 pseudonym.
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rationale behind them. This will be followed by a discussion of ‘studying up’ as a core challenge that
shaped the research process. The chapter will conclude with a discussion of research ethics.

4.1 Methods

As an explorative study, this project employs an inductive qualitative research approach that combines
four different methods: expert interviews, document analysis, visual analysis, and transit ethnography.
The combination of archival and ethnographic modes of research allowed an ‘polymorphous engagement’
with urban rail manner improvement initiatives useful for circumventing access difficulties (Gusterson,
1997, p. 116), and facilitated a comprehensive inquiry into the into the subject and its history. | will refer
to the combination of these methods as fieldwork, as all research was conducted on site in Japan
(McLaughlin, 2010), and even the archival components of the project required negotiating access and
consultations with archivists, librarians, and curators.

4.1.1 Expert interviews

Interviews with individuals involved in planning and designing manner improvement initiatives were a
central methodological pillar of this study. As interviews with individuals with specialised occupational
knowledge of a certain field or topic, these interviews are best described as expert interviews (Bogner,
Littig and Menz, 2009; Littig, 2009). Although an established research method in German-language social
science literature, expert interviews have only found infrequent employment in sociological work coming
out of anglophone countries where ‘elite interviews’ are a more common method (Bogner, Littig and
Menz, 2018; Littig, 2009). However, there are clear structural similarities between these two interview
approaches. In both expert and elite interviews, the power balance is usually skewed in favour of the
interviewee rather than the researcher, and access can prove difficult. Furthermore, ‘expert’ and ‘elite’
statuses often overlap, as it is not uncommon for experts to possess high social status, and for elites to
have access to expert knowledge (Littig, 2009). Accordingly, the primary difference between elite and
expert interviews lies not in methodological approach or interviewee identity, but in their principal
research interests. While the former are usually employed by studies inquiring into societal aspects of
elite groups themselves (e.g. beliefs and lifestyles within influential strata of society, reproduction of
privilege and power), the latter focus on interviewees’ special knowledge as experts in a certain field.
Expert interviews can provide contextual knowledge about structures, processes, and events within
organisations, as well as insider interpretations of them (Bogner, Littig and Menz, 2018; Littig, 2009, p.
100). In other words, expert interviews allow researchers to gain insights into privileged professional
knowledge (Bogner, Littig and Menz, 2018). In lieu of extensive ethnographic access to railway companies,
expert interviews were thus an ideal methodological tool to inquire into the logics and considerations
driving the design of manner improvement campaigns. Together with the analysis of industry publications
(see Section 4.1.2), they provided insights into the emic understandings of manner poster design and
deployment of the individuals and organisations involved in manner poster production.

| conducted 22 semi-structured expert interviews with 34 individuals working in the Japanese transport
and advertising industries who were directly involved in the planning and deployment of manner
improvement initiatives or related activities. Interviewees included managerial and regular staff in railway
companies’ ‘service quality’ and ‘customer service’ departments, as well as illustrators, designers, art
directors, and producers involved in creating the visual media used by railway companies to appeal to
passenger conduct. With the exception of three email interviews, interviews were conducted in person
or via video call and lasted between 45 min and 150 minutes. Eight interviews were conducted as group
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interviews with different members of a team of employees working on a related issue. With the exception
of one interview, all interviews were conducted in Japanese. 17 out of 22 interviews were recorded with
the consent of the research participants.

As a form of ‘studying up’ (see Section 4.2), expert interviews are often accompanied by access difficulties
(Bogner, Littig and Menz, 2018; Hertz and Imber, 1995). In line with this, interviewee recruitment was one
of the most challenging parts of fieldwork as it was usually impossible to directly approach potential
research participants. While business elites often have high visibility (Thomas, 1995), the same cannot be
said of the majority of my research participants. Although | knew which railway companies engage in
manner improvement campaigns, | usually did not know the names of the individuals in charge of these.
Similarly, the names of the involved advertising and design companies and freelance illustrators is usually
not publicly advertised. Even when | succeeded in identifying the individuals involved, | usually had no
way of contacting them directly. Instead, most participants were recruited through corporate gatekeepers
by emailing a company’s public relations department or using a website inquiry form to ask whether it
would be possible to speak to staff involved in manner improvement campaigns. This added a substantial
hurdle to the recruitment process, as there was no immediate incentive for companies to participate in
the study and the initial point of contact usually was protective of employee (i.e. company) time.
Furthermore, as the point of contact was different for each company, | needed to start the access
negotiation process from scratch for each company. These difficulties made a systematic sampling process
near impossible. Accordingly, expert interviewees were recruited through a process that is perhaps best
described as convenience (Morse, 2004) — or rather inconvenience — sampling.

The interviews were conducted according to topic guides featuring open questions designed to inquire
into processes involved in designing manner improvement initiatives. A semi-structured interview
approach has the advantage that it allows the interviewer to ask ad hoc follow-up questions while at the
same time focusing interviewees’ responses. This is a necessity in interviews with experts and elites which
are often conducted under tight time constraints (Conti and O’Neil, 2007; Hertz and Imber, 1995).
Interviews were usually conducted in meeting rooms at the interviewee’s place of work which needed to
be vacated at a certain time for subsequent meetings. Topic guides were tailored to each specific interview
based on preliminary research about the manner improvement activities of the respective organisation.
This is in line with methodological advice for expert and elite interviews which recommends preparing
thoroughly for interviews to offset the power imbalance between interviewee and interviewer (see
Section 4.2). Demonstration of expert knowledge and familiarity with a company’s specific initiatives or
posters can help gain the interviewees’ respect, and convey to participants that you are looking for more
than just general information. To ensure that | did not miss any relevant topic, | ended all interviews by
asking research participants whether there is anything else they would like to add. Topic guides were
generally based on one of two industry-specific template guides (i.e. for railway and advertising
companies) that | developed over the course of my fieldwork.

Topic guides were sent to interviewees in advance of the interview along with an explanation sheet
introducing them to the research project and their rights as research participants. Sharing the questions
with participants ahead of the interview served multiple purposes. First, it helped put participants at ease
by briefing them about the content of the interview. In most cases, the research participants initially only
had limited information about what to expect from the interview, as they only knew me from emails and
had little to no prior experience with research interviews. Furthermore, when making initial contact with
companies | usually could only give limited information about the research project due to the brevity that
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was required when cold calling companies. Together with the research explanation sheet, the topic guide
thus gave interviewees a thorough understanding of the direction and aims of the study. An added benefit
was that it allowed interviewees to prepare for specific questions in advance, such as by confirming
internal data or bringing along relevant documents to the interview. In fact, in a few cases interviewees
had prepared written answers which | could subsequently analyse (see Section 4.1.2 below). Furthermore,
several companies asked to see the questions before scheduling an interview, in which cases it is likely
that the respondent was chosen according to the direction of the topic guide.

4.1.2 Document analysis

The second methodological pillar of the present study was document analysis. Analysis of transport and
advertising business documents and discourse helped deepen my understanding of emic company
perspectives on passenger (mis)conduct and manner improvement initiatives and allowed me to position
corporate manner improvement initiatives campaigns in a wider company, industry, and society context.
Document analysis also enabled me to inquire into the antecedents of contemporary manner
improvement initiatives and their development over time (Chapter 5) in a way that would not have been
possible through interviews alone due to the fallibility of human memory (Decker and McKinley, 2020).

Documents for analysis were acquired through archival research at the Japanese National Diet Library,
the Advertising Museum Tokyo, the Saitama Railway Museum reading room, as well as multiple university
libraries in Japan. During my fieldwork, | acquired copious amounts of industry documents and literature
related to the field of study, ranging from advertising yearbooks to railways company press releases and
guidelines regarding station and vehicle signage, together amounting to 20kg of copies and print material,
17GB of digital storage, and 50 physical books. Among these, the main source for my analysis were
industry magazines. There is an array of monthly publications that report on developments and trends in
the Japanese transport and advertising industries. Carrying articles by industry practitioners and specialist
journalists, these magazines provide insights into industry discourse and are a rich resource of expert
knowledge. Based on consultations with librarians and a magazine catalogue curated by the Japanese
National Diet Library, | identified 11 journals to scour for articles related to passenger (mis)behaviour,
customer service, poster campaigns, and transit advertising. Relevant articles were identified through
manual review of article headlines in each issue of the targeted journals published between 1945 and
2020.

This admittedly laborious data gathering strategy was designed to account for the limitations of the
archival databases | was working with. Like prior research on Japanese industry discourses, this thesis had
to rely on ‘partial archives and incomplete or not-fully-catalogued published materials’ (White, 2018, p.
81). While the titles of the majority of articles in the identified industry journals could be searched for
using key terms on the National Diet Library database, not all selected journals and time periods were
available via the digital system, meaning that | frequently had to refer to physical copies. Furthermore,
the idiosyncratic way in which articles were titled and had been entered into the digital archive meant
that listed article names were not always a reliable indicator of a given article’s relevance for the study.
Finally, conducting a keyword-based search can be problematic in historical archival research as the terms
used to describe a phenomenon might change over time, and it may not be until further into the research
process that researchers become aware of earlier ways of talking about the phenomenon being studied
(Rapley and Rees, 2018). For example, while | started my search looking for material related to josha mana
(transit manners), | soon realised that only a few decades ago it was much more common to speak of
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kétsd dotoku (transport morals) instead. Accordingly, a manual review of article titles was deemed the
most suitable sampling strategy in order to avoid missing relevant material an automated keyword search
might not pick up. Each article that was deemed relevant was entered into an excel sheet along with
bibliographic information (e.g. issue and page numbers) for later acquisition in form of a print-out, copy
or scan. In total, | acquired copies of ca. 2700 articles from railway and advertising industry journals
through this process. In addition to this systematic process of document acquisition, | also collected
relevant documents that | encountered during other parts of my fieldwork, such as printed matter
acquired during interviews (e.g. internal documents or newsletters provided by interviewees) or picked
up in train stations (e.g. company pamphlets and flyers related to passenger manners and safety).
Accordingly, the generated corpus of documents consists of ‘actively’ (e.g. industry journals, press
releases) and ‘passively’ acquired documents (e.g. documents acquired from interviewees or in train
stations). Together, they helped provide insights into company engagement with passenger behaviour
and the motivations and considerations driving company initiatives.

While time-consuming, the process of combing through decades worth of industry discourse was of
analytical value. It familiarised me with the industries that were of central importance to my study,
providing me with background information that informed my analysis (e.g. state of the industry and
historic social context), and equipped me with specialist vocabulary and knowledge that was integral for
successfully navigating expert interviews in Japanese (see Section 4.2). Furthermore, the process of
gathering archival material also suited the exploratory nature of the research project (Decker and
McKinley, 2020) which was necessitated by a relative lack of prior studies on the subject matter (see
Chapters 1 and 3).

The analytical process was as follows. Each identified article or other document item was assigned ‘high’
or ‘low’ priority status when entered into the excel sheet. ‘High priority’ items refer to those | considered
key to understanding railway company efforts to improve passenger behaviour when initially skimming
through the documents, whereas ‘low priority’ items refer to documents that might become relevant
during analysis and writing-up phase. After returning from the field, | carefully read high priority
documents and compiled short memos consisting of a summary and ad-hoc analytical notes for each read
item. After finishing my initial survey of key documents, | then revisited the memos to consider the
documents in context of each other and look for larger themes. Emerging themes were confirmed and
adjusted by perusing a selection of items previously assigned ‘low priority’ status relevant to the issue at
hand. Overall, | closely examined more than 250 documents. The analytic process was interwoven with
the analysis of expert interviews, and helped confirm, flesh-out, and complicate information and accounts
given by interviewees.

4.1.3 Visual analysis
Taking up the case of corporate poster campaigns that visually appeal to passenger etiquette, this thesis
has a distinct visual focus. Although the examined posters also feature written language, visual elements
fundamentally shape poster meaning and usually dominate the poster layout (see Chapters 5 and 7). This
section will outline the research approach that has been adopted to make sense of the visual aspects of
manner posters.

According to Rose (2016, pp. 24-46, 373-376), visual analysis can be directed at four different ‘sites’ of
visual meaning-making:
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1. The production of visual material: Who produced a given visual artifact and why? When, where,
and how was it created? Which social, cultural, or economic factors shaped the production
process?

2. The image itself: Which visual components make up the image? How are they arranged and tied
to each other to create meaning? What do they signify?

3. The circulation of visual material: How does the image travel as a medium? What actors and
factors shape this process? How does it alter the visual material and shape its reception?

4. The audiencing of visual material: Who consumes the visual material? How do audiences create
meaning from images and relate to it? How does the viewing context influence meaning-making
processes?

This thesis zooms in on the first two sites of visual meaning-making: the production of manner posters as
a medium of persuasive visual communication, and the design techniques and strategies they employ to
visually appeal to passenger conduct. Expert interviews and document analysis (see Sections 4.1.1 and
4.1.2) are employed to explore the first site, the production of public transport etiquette posters, and
examine the considerations and logics that drive manner poster design and deployment (see Aiello, 2012
for an example of another study that makes use of interviews to inquire into the representational choices
and social context shaping the production of visual material). Document analysis is also used to trace the
history of manner posters as a genre of public communication in Japanese cities, and specify the socio-
economic factors that shaped its development (Chapter 5). The second site, that of the image, will be
explored through a two-pronged content analysis approach that is outlined below.

4.1.3.1  Visual content analysis

The method of content analysis was originally developed for the empirical analysis of written — and
predominately journalistic — texts (see Krippendorff, 2004) but has since been adapted for the
examination of visual material by several scholars (e.g. Bell, 2001; Parry, 2019). Berelson (1952), who is
largely credited with ‘codifying’ classic content analysis into a ‘canonical form’, defines the method as ‘a
research technique for the objective, systematic, and quantitative description of the manifest content of
communication’ (Berelson 1952 in Aiello and Parry, 2019, p. 22; Ball and Smith, 1992, p. 20). Following
this definition, content analysis has been primarily understood as a quantitative method that seeks to
make sense of texts by ‘quant[ifying] content in terms of pre-determined categories’ (Bryman, 2008, p.
274; Serafini and Reid, 2019). It is a ‘methodologically explicit’ research approach that requires
researchers to follow clearly defined analytical procedures (Rose, 2016, p. 85). Rose (2016, pp. 88—99)
identifies four steps of visual content analysis:

1. Finding images: selecting images for analysis through established sampling strategies to ensure
representativeness. The sampling process should fit the research questions and phenomenon.

2. Designing coding categories: develop a coding scheme with code categories that are exhaustive

and mutually exclusive. The coding scheme will help researchers dissect images into their

individual components. To ensure that codes are analytically significant, they should be devised

after consulting relevant theory and literature.

Coding: systematic and thorough application of coding scheme to images, aiming for replicability.

4. Analysis: producing a quantitative account of the coded sample (e.g. through frequency counts or
examining the relationships between different coding categories). The results should be
interpreted through contextual knowledge of the studied phenomenon.

w
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Critics of the method have pointed out that there is a limit to the insights that can be gained through a
purely numerical analysis (e.g. frequency counts; see Bell, 2001; Kracauer, 1952). While Berelson and his
followers have argued that the integration of qualitative elements into content analysis would threaten
its ‘scientific’ and ‘objective’ character and bring it closer to subjective literary textual interpretation (Ball
and Smith, 1992, pp. 28-29), there have been multiple attempts to reconcile content analysis with
qualitative research methodologies. For example, Kracauer (1952) proposed a qualitative approach to
content analysis that moves beyond quantitative content analysis’ exclusive focus on ‘manifest content’
and numerical analysis (Ball and Smith, 1992, p. 29). Similarly, Lutz and Collins (1993) and Krippendorff
(2004) incorporated qualitative elements and interpretative processes into content analysis (Rose, 2016,
p. 87), with Krippendorff (2004) contending that it is not the quantifiability of findings, but rather their
validity and replicability that isimportant (Rose, 2016, p. 87). While Berelson’s (1952) definition of content
analysis remains influential, contemporary visual research questions its positivist orientation and
exclusive focus on numerical analysis. Instead, visual scholars such as Aiello and Parry (2019, p. 22)
encourage us to think of content analysis as a systematic description of manifest content. In other words,
the defining characteristics of visual content analysis are not that it is ‘quantitative’ and ‘objective’, but
rather that it examines the palpable visual elements of a corpus of images (as opposed to the latent
meaning that is the focus of semiotic analysis) in a consistent manner (see Aiello and Parry, 2019, p. 22;
Ball and Smith, 1992, p. 21). This paves the way for a conceptualisation of visual content analysis as a
flexible methodological spectrum that can be tailored to the demands of the specific empirical case (Ball
and Smith, 1992).

This thesis employs a two-pronged approach to visual analysis that blends quantitative and multimodal
content analysis approaches to provide insights into manner posters’ semiotically complex
communication of behavioural expectations. The first part of the visual analysis consisted of a quantitative
content analysis (see above; Parry, 2019; Rose, 2016, pp. 88—99) of 120 annual campaign posters issued
by Tokyo Metro between 2010 and 2021 (excl. the 2011-2012 series; see below for the reasons for this
exclusion). Tokyo Metro’s posters were chosen because they are considered to be leading examples of
manner posters within the industry and have repeatedly been the focus of media attention (e.g. Asahi
Shimbun, 1992, 2009; Otani, 2009). Focusing on poster themes and character figuration (see Table 1), the
guantitative analysis allowed me to systematically inquire into the content and visual structure of Japan’s
most well-known annual manner poster series.

Quantitative coding scheme
Coding category Values
Targeted behaviour 1. Seating etiquette
2. Boarding and deboarding etiquette
3. Noise
4. Positioning luggage
5. Transporting luggage
6. Walking while using smartphone
7. Other mobile device/smartphone-related offenses
8. Cleanliness and sensory sanitisation
Total number of | Numerical value
characters (i.e.
represented
participants)
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Passengers & numerical value

Railway company employees & numerical value

Fictive characters & numerical value

Offenders & numerical value

Victims & numerical value

Beneficiaries & numerical value

Onlookers & numerical value

Exemplars & numerical value

Intervening agents & numerical value

Distribution of Offender x [character type {a. passenger, b. employee, c. fictive

character roles character}] & numerical value

2. Victim x [character type {a. passenger, b. employee, c. fictive
character}] & numerical value

3. Beneficiary x [character type {a. passenger, b. employee, c. fictive
character}] & numerical value

4. Onlookers x [character type {a. passenger, b. employee, c. fictive
character}] & numerical value

5. Exemplars x [character type {a. passenger, b. employee, c. fictive
character}] & numerical value

6. Intervening agent x [character type {a. passenger, b. employee, c.
fictive character}] & numerical value

Table 1 Quantitative coding scheme. See Chapter 7 for more information on character roles and types.

Character types

Character roles

Pl hWON R WN R

While quantitative content analysis is the most established form of content analysis (see above), it only
fulfilled a supplementary role in this thesis due to the nature of the examined visual material. Manner
posters are characterised by a significantly greater range of creative visual expression than the journalistic
photographs that are often the subject of quantitative content analyses (see Lutz and Collins, 1993; Parry,
2019). For example, manner posters’ comic-style drawings on posters often depict passengers as
anthropomorphic characters and feature fictive environments and artificial camera angles. The diversity
of the employed visual formats (see Figures 1-6 and 10-11 for examples) made it difficult to develop a
uniform coding scheme. In addition, the employed drawing style often rendered socio-demographic
characteristics (e.g. age, gender) of the depicted characters indiscernible, particularly in the case of
anthropomorphic characters. These visual characteristics present a challenge for researchers seeking to
conduct a quantitative content analysis which requires unambiguou