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1 INTRODUCTION  

The demand for efficient telecommunications and information technologies has risen 

enormously during the last years. The focus shifted from autonomous information systems 

and complex applications to interconnected corporatewide information infrastructures. 

At the same time social media has become a huge part of our daily lives. With 1.59 billion 

monthly active users (Constine, 2016) Facebook is the most popular social platform online. 

In 2015 Facebook launched Facebook@Work – a platform aimed specifically at companies 

who then can build their own social networks for their employees. The application looks and 

acts like the Facebook we all are so very familiar with (Lunden, 2015).  

 

1.1 Problem statement 

The aim of this group assignment is to evaluate the possibilities for IT support functions via 

Facebook@Work in a company by empirically studying how users are behaving and 

interacting within the platform. Is the platform actually suited as a support platform? Are 

questions answered and how long does it take to get there? Do people actually care to help 

and what does it take to post a question?  
Interviews with both frequent users and users who use the platform in a more irregular 

manner have been conducted and statistics from the help group have been created. These 

form the base of the data behind the research. With the help of relevant literature this paper 

tests if good support can be given by other means than super users or a help desk. 

 

1.2 Background 

Imagine the challenges a company, which operates worldwide, has to face: Connecting and 

motivating coworkers from all divisions to communicate with each other, share information 

and moments, help each other and thus creating a feeling of togetherness within the company 

to mention only a few. 

If this organisation now would implement Facebook@Work could some of these 

challenges be overcome? We have chosen such a company – a major telecommunications 
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company, to be more precise – and will look into its usage of Facebook@Work. Further on 

that company will be referred to as C. 

Facebook@Work looks and behaves like the Facebook for private users with some 

small differences. All employees in C have been invited and encouraged to join 

Facebook@Work when launched. An employee is automatically connected with her direct 

coworkers, that means people from the same division. She is also a member of some groups, 

like the group for her division, country or “Facebook@Work help”, which we will examine 

more closely in this paper. Besides that she can join other groups and follow persons. 

Notifications, posts, comments and likes are, as mentioned earlier, handled in the wellknown 

Facebook manner. Besides using a browser, there are applications for mobile devices: 

“Facebook at Work” and “Work Chat”. 
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2 THEORETICAL FRAMEWORK 

For the theoretical framework, several different topics have been included in the report. 

Firstly, IT support and support quality are explained, further on we point out some important 

aspects of the use of superusers and describe a support forum. Lastly, Facebook learnability 

and mutual learning are briefly explained as a basis for the discussion analysis of the results 

gathered from the interviews and statistics.    

IT support can be used in many ways. Originally it is used as a help desk where 

people with support background are solving users' problems. Shaw (Shaw et al., 2002) 

introduced a rank of support quality factors which have a great influence on user satisfaction. 

These factors will be used when analysing the results from the statistics. 

 

1. Fast response time from system support staff to remedy problems  
2. Data security and privacy  
3. User’s understanding of the system  
4. New software upgrades  
5. Positive attitude of information system staff users  
6. A high degree of technical competence of system support staff 
 

Table 2.1 Factors and user satisfaction (Shaw et. al., 2002) 

   

“Users who help out colleagues on IT related issues are called superusers.” (Kaasbøll, 2016, 

p. 148). Superusers have a great influence on helping others. They can be appointed by the 

administration or develop informally because others seek their assistance (Kaasbøll, 2016). 

There are different roles a superuser can have: problem solvers, trainers, champions, 

chauffeurs or brokers. Regarding the roles, the potential superusers will be assisting the users 

with problems in different ways. A problem solver will be solving problems for the user. 

Champions will innovate the use of a software. Trainers will help the IT department create 

courses with appropriate interaction between learners and teachers. Brokers are users from 

different communities with different usage. Chauffeurs will, due to their access rights, be 

doing some of the work of other employees (Kaasbøll, 2016). 
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A support forum is a discussion board where members can post questions. Other members 

can answer or comment the question, and the whole conversation is archived and made 

searchable. In such forums, superusers in the role as problem solvers may emerge, and these 

members will, according to Arthur, be the 1% who are commenting and answering questions 

in forum discussions (Arthur, 2006). 

Facebook has been used for about 10 years now, and recent studies have focused on 

the user experience and intuitiveness of the software as a reason for Facebook's major 

success. When asked to rate Facebook’s easeofuse on a Likert scale of 1 to 5 (1 being “very 

easy”, 5 being “very difficult”) the majority of participants, 85%, stated that it was “very 

easy” or “easy”. The remaining participants responded that it was “average”. None felt it was 

“difficult” or “very difficult”. (Hart et. al., 2008) We will look into if theories about the 

regular Facebook can be applied to Facebook@Work and its possibilities for support.  

Using Facebook for mutual learning has previously been tested. Mostly in terms of 

students and their increased learning benefits. Schroeder (Schroeder & Greenbowe, 2009) 

reported that people in Facebook groups addressed complex topics and provided detailed 

replies, and that discussions in Facebook groups promoted highlevel thinking skills. As the 

groups on Facebook@Work are created freely, the demands of posting and discussion topics 

are varied. It will be interesting to see if Facebook@Work can promote mutual learning in a 

work environment.   

Important aspects of Facebook have been the groups and notifications. “I use 

Facebook almost daily and, if any new message regarding the class is posted, it automatically 

appears on the Facebook group wall. I do not need to log into another system or remember 

another Web site to participate in the class” (Wang et. al., 2012). Facebook@Work may 

function as a discussion forum and notifications may be an important part of it, however, the 

question is whether or not the personal profiles of the vast majority of the users will play a 

part in how much they contribute to the discussions. In regular, anonymous or 

nicknamebased forums there are always people “trolling” and disrupting the discussion flow. 

By providing a personal profile to every member on Facebook@Work, including the working 

environment and professional attitude, will we find differences by looking at the discussion 

climate compared to private discussions? 
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3 METHODS 

We have conducted three interviews and created statistics based on one of 

Facebook@Work’s biggest groups, the “Facebook@Work help” group, to find answers to 

our questions. Two of our interviews were completed with employees who frequently use 

Facebook@Work, and one with an employee who irregularly uses the platform. 

 

3.1 Interview 

Conducting an interview is a great method for collecting qualitative data. The method has a 

lot of flexibility, as an interviewer gets to control the subject, can dig deeper when she wants 

to know more and it is easy to adapt to particular individuals and circumstances. Three 

semistructured interviews have been conducted. Using this method we could follow our 

interview guide and ask more freely in addition if we wanted to know more about a subject. 

We had one interviewer asking the questions, and one or two others to ask followup 

questions that the main interviewer might have missed. 

 

3.1.1 Expert interview 

We got in touch with one of the persons who is working with the implementation of the 

platform within the company. He is a very active user of Facebook@Work as well and agreed 

to join us for an interview where we could get to know more about C’s decision on 

implementing Facebook@Work, the developers' intentions and goals. We were hoping for 

some insightful views and perspectives on the implementation process, plus to learn more 

about his behaviour within the platform. 

 

3.1.2 Interview #2 and #3 

The main goal we tried to achieve with interviews number 2 and 3, was to learn more about 

the employees' usage of Facebook@Work. We wanted to know how they use the platform, 

how much, what they feel when using it, how they experience it. We also focused on 
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response time of questions. Further on, we wanted to find out if there was a threshold level 

for posting question, and if so, where does it lie? 

 

3.2 Observation 

We looked into one of C’s largest Facebook@Work groups based on members, the help 

group. From what we have observed, we could create statistics of all the posts, who posted 

them, when they were posted, when they were answered. Further, we could see how well a 

post was received, both from the number of likes and of comments. With the statistics 

available, we were able to compare the interview subjects' understanding of responses and 

time. 
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4 RESULTS 

4.1 Statistics  

From looking at the “Facebook@Work help” group, we gathered data for several categories, 

all presented below. A more detailed analysis of all these statistics is presented in the chapter 

“Evaluation and analysis”. 
 

 

Fig 4.1 User activity  

 

The table above (Fig 4.1) shows the user activity throughout Facebook@Work based on the 

number of posts and comments, essentially how much they have been contributing to the 

community since the launch. 

 

Fig 4.2 Global user numbers  
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Furthermore we looked at the number of users in each country using the platform, the total 

number of employees for that country, and comparatively how many of the employees 

actually used the system (Fig 4.2). We did this to get a sense of how many people actually 

were using this newly integrated system. 

 

 

Fig 4.3 Post and reply time, and the time between the two, excerpt. 

 

Perhaps most importantly, we looked at the activities surrounding each post, by counting the 

number of likes, answers, the time from the question being asked and when it was answered, 

as well as the delta time between the two latter (Fig 4.3). This gives us a good overview of 

how effective the system is in general, as well as user participation and it might tell us 

something about the quality of the question and answers from counting the likes and the total 

participation. 
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# Likes # of  
answers

Question 
asked

First  
respons

Final  
respons

Time 
question –> 
last answer

Time 
question –> 
first answer 

27 48 1 03.03.16 
06:17

03.03.16 
07:54

03.03.16 
07:54 01:37:00 1:37:00

28 1 2 04.03.16 
07:36

04.03.16 
07:48

04.03.16 
08:03 00:27:00 00:12:00

29 6 30 02.03.16 
22:19

02.03.16 
22:36

04.03.16 
09:08 34:49:00 00:17:00

30 2 2 04.03.16 
06:10

04.03.16 
09:11

04.03.16 
09:16 03:06:00 03:01:00

31 1 3 02.03.16 
12:14

02.03.16 
12:21

04.03.16 
10:12 45:58:00 00:05:00

32 1 2 03.03.16 
06:51

04.03.16 
10:41

04.03.16 
11:32 28:41:00 27:50:00

33 14 3 04.03.16 
09:48

04.03.16 
10:46

04.03.16 
12:21 02:33:00 00:58:00



 
 

 

Fig 4.4 Activity based on number of posts & comments in the “Facebook@Work help” group

  

Figure 4.4 is presenting the distribution of contribution in the “Facebook@Work help” group. 

0.58% create content, 1.26 % interact with the content, and 98.16 % are passively watching 

the content. 

 

4.2 Interviews   

As mentioned earlier, we conducted three interviews, one expert interview and two user 

interviews. 

 

4.2.1 Expert interview    

Our first interview was with a project manager, one of the people in charge of the 

implementation of the system, as well as an avid contributor to the help group, not only by 

answering questions, but by posting, too. 

There was a lot of background work involved in getting a system like 

Facebook@Work implemented, ranging from security concerns, registering users to other 

logistical challenges. 
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The company was already using a collaborative learning platform (SharePoint ), but chose to 1

implement a new system. They felt that the old system had a low takeout, and that a system 
using Facebook as a foundation would be a lot easier for their employees to use, considering 
most of them probably had been using it for years. They also had a shadow IT problem, 
which means that a lot of different solutions to IT problems are found, but not documented or 
according to the company's guidelines. Facebook@Work could be the solution for those 
specific problems, making it possible to give the control back to the company. 

The main difference between SharePoint and Facebook@Work is the ease of use. 
Facebook is more intuitive, everyone is given access, can be invited to join groups or follow 
coworkers. With SharePoint the user had to actively seek out and use it. This means that by 
using Facebook@Work the company can reach a greater number of people, since it is 
something mostly everyone has some form of experience with and must like to some extend. 
They sought out to raise the level of IT competence throughout the organisation using both 
SharePoint and Facebook@Work, through sharing and discussion. By allowing the entirety 
of the company to participate, they got global coverage and many different levels of expertise 
to support each other.The leaders were happily surprised by the number of posts and level of 
participation. Over 1000 groups with a wide array of topics covered. There are notifications, 
as mentioned earlier, to keep users up to date on posts and comments. This leads to people 
contributing rapidly, and, as it has been noticed, to people using it offwork. Looking at the 
help group specifically, the project manager could see that there was a rapid response time 
and a high level of interest in answering. He also felt that the search function on Facebook 
was much better than the SharePoint counterpart, since SharePoint came up with too many 
results. 

Even though there is a high level of participation, there are some users contributing 
more than others. However, there has not yet been any clear superuser case, except for once, 
where a user asked several questions our interview subject could not answer, so he brought 
her along, as a Facebook friend, to participate in a meeting where her questions could be 
answered. Overall our subject feels that the implementation has been a success: 
approximately 15.000 users and a similar number of posts. 
 

1 SharePoint is a platform designed by Microsoft that allows an organisation to create websites on which 
information can be placed, stored, organised, shared and accessed securely from almost any device 
which has a web browser.  
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4.2.2 User interview #1    

Our second interview, the first user interview, was very productive. We interviewed a service 

manager, and got high quality answers which gave us good insight. He, enthusiastically, told 

us that he uses Facebook@Work during breaks, for instance to search for competence and 

knowledge outside of his division. He also asks very specific questions, looking for a solution 

or is finding inspiration and motivation, by reading through past posts and discussions. 

Networking is an important factor for him as well. 

When he has a problem, he has difficulties articulating his thoughts properly, and has 

experienced in the past that it takes long time to get an answer from someone who 

understands what he is looking for. That is why he scrolls through previous posts, searching 

for a solution on his own. Avoiding the search function might work for him now, but we see 

disadvantages for that solution in the future, when there will be thousands of posts and results 

for each search.  

He has been posting three questions in total where only one was properly answered, 

however he concedes that one of the questions was actually more of a statement or comment 

in regards to a problem. “The launch of Facebook@Work was like a rebirth for the company, 

and its structure lead to a more interesting type of networking”, he said. Each user has initial 

groups she is member of, but curiosity about colleagues outside her own division leads to 

searching, and ending up with finding people she otherwise would not have “met”. The feed 

for Facebook@Work shows activity in other groups one not necessarily is a member of. This 

leads to being able to see interesting news and posts as well as comments, and one can 

connect with “interesting” people as a result of it. 

Our interviewee tries to answer questions if he can, but he does not actively seek out 

questions and answer them, he does not consider himself a super user. He answers questions 

because he wants to promote a good culture in the company, a “quid pro quo” culture where 

everyone contributes and tries to help each other. So even if he cannot answer a question, he 

contributes to the discussion to motivate others to participate as well. 

When we asked him about the mobile version, he happily shared that he uses it, even 

more often than the desktop version. This because of the notifications and the ease of use, 

comparing it to opening a web browser and logging in on a computer. He uses it outside of 

work, because he is not at work just to put in the hours, but to complete a task. And he is not 
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able to just turn off his interest in the work he does, it follows him home. He tells us that 

sometimes when he has a thought or a question, he normally would have forgotten the next 

day, so it is nice to get to it right away, via the applications. 

Regarding the chat function, they primarily use Lync, Microsoft’s communication tool 

for businesses, for messaging, however, he notes there is a difference in the culture when 

using it. When using Lync you are expecting to respond right away, whereas with 

Facebook@Work chat you do not have to be available right away. This helps when talking to 

other countries in different timezones, as you can review the information when you have 

time. 

He tells us since everyone can see everything in Facebook@Work, because all posts 

and comments are public within the group, it might discourage some users from asking 

questions and participating, because everyone needs to be mindful of what they are writing 

and sharing. 

 

4.2.3 User interview #2   

Finally, we interviewed a “work coach”, who is giving advice and guidance, as well as 

coaches people with disabilities who are part of a program that helps them get experience in a 

real work environment and prepare them for future endeavours as employees. 

He is one of the users who does not use Facebook@Work very often. He uses it a few 

times a week, and notes how he could be using it more to catch up on messages. Primarily, he 

follows some users, reads news, participates in some discussions and “likes” pictures. He 

says, it is a lot like the regular Facebook in that way, just with colleagues instead. He has 

noted a cultural difference between regular Facebook and Facebook@Work, where the latter 

is more professional since it is workrelated. 

He has not asked for any help in the help group, yet. He feels either the system is too 

fresh or he himself is. He notes how he does not have a vast network in the company, and as 

such does not know exactly where to ask questions. On the other hand, he knows that he can 

ask colleagues around him, either via Lync or the messaging function on Facebook@Work, 

where Lync is the fastest way to get a response. 

He tells us if there was something specific in regards to the use of either 

Facebook@Work or SharePoint he would gladly ask a question in a group. Since it is used 
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too little he has not yet felt the need to do so. There was no requirement for the employees to 

participate in Facebook@Work, but he felt obliged to check it out, since he felt it could be 

useful and was encouraged by his leader. 

He tells us that if they were not using Lync, the use of the Facebook@Work chat 

would increase significantly, however that is not the case. But he does like using 

Facebook@Work chat for cases where he feels he can choose when to answer, which would 

be different from Lync where you are expected to reply as quickly as possible. 

He does not use Facebook@Work outside of work, he tries to separate work and home life. 
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5 DISCUSSION AND ANALYSIS 

5.1 User activity 

Based on figure 5.1 which shows the activity of users who have made their user profile 

active, there were approximately 1% of the users the first month after the launch who 

contributed with more than 20 to 49 questions, answers or posts in a group. According to the 

9091 rule of participation inequality (Arthur, 2006), it is a little less than expected. 

However, most interestingly are the 8887 people who are covering 62.39% of the total 

profiles on Facebook@work. Adding up these numbers, leaves us with nearly 70% of all the 

active users. Of the 14244 people where 90% are supposed to be lurkers (Arthur, 2006), 

70.2% are contributing to the groups on Facebook@work, only 29.8% are lurkers. That is a 

small amount or lurkers, and an interesting fact to look at.  
 

  People   %   Comments 

7    0,05%   more than 100 

24    0,17%    50 to 99 

102    0,72%    20 to 49 

266    1,87%    10 to 19 

714    5,01%    5 to 9 

8887    62,39%    1 to 4 

 

Table 5.1 – Same as table 4.1 but percentage is added 
 

What factors causes this high participation numbers, are very unclear. For some unknown 

reason the threshold for doing something actively is very low, and 62 % contributes (Table 

5.1).  According to the employees who were interviewed, they use Facebook@Work for 

different purposes. And as we have only examined two different ways of using 

Facebook@Work, there are possibly many more. Since these numbers are taken from the 

whole Facebook@Work, there are not only members commenting and posting in help groups, 

there are also groups for each division in the company, from common communication groups 

to business groups, and they may therefore not represent the activity in the help group. 
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If one takes a look at figure 4.4, one may see the contributions in the Facebook help group, 

which is functioning as a support forum. Comparing the data with the 9091 rule, we see that 

there are a lot more lurkers, 98.16 %, and less users making or interacting with the content 

(Arthur, 2006). Even though the overall activity on the whole Facebook@Work for C was 

high based on the interaction and creation of content, the main support group with the most 

members, have low content creation and interaction. 
 

5.2 Global user numbers 

After one month postlaunch, 38% of all the employees in the company have been active on 

Facebook@Work. When comparing this statistic to the support quality and the number on 

commenting and posting, there may be some potential. However, the users who currently are 

active, may be the ones who will contribute the most. Users joining Facebook@Work as of 

this date, however, would not necessarily be the types to contribute as much. 
 

5.3 Support quality 

Underneath all of the responses to the questions posted on the “Facebook@Work help” group 

from the launch to one month have been put into this, graph. The red lines represent the 

duration from posting time to the first response, and the blue lines represent the duration from 

posting time to the last response.  
 

  Average response time   3:52 

  Average solving time   54:37 

  Response median   27:50 

  Solving time median   1000 

  Average answers per question   6.3 

  Average likes per question   7.8 

 

Table 5.2 Statistical analysis regarding support quality 
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Figure 5.3 Response time for questions posted in “Facebook@Work help” group 

 

According to Shaw (Shaw et. al. 2002) the most important factor of a support system is short 

response time. The questions posted on the help groups varied from simple questions to 

discussion questions. As the figure 5.3 shows, most of the responses were not right in the first 

place and required longer discussions to solve. Regarding the interviews, the questions are 

not always only of smaller problems, but more oftenly complex questions that need 

discussion. This may increase the solving time.  

If we compare the support quality average response times from table 5.2 to the IT 

support department in the department of informatics of the university of Oslo: (INF3280, 

2012), the average solving time is above 80 hours and the average response time is 43 hours 

against 4 and 54 hours. This implies that regarding the response time, the quality of the help 

group at Facebook@Work is much better, however, possible differences in question types 

may prove otherwise if tested. 

According to factor number 3, “user’s understanding of the system”, Facebook is, as 

previously mentioned, used by over 1.5 billion users. This means that the users are familiar 

with Facebook and factor 1 and 3 from table 2.1 are met. 
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5.4 Superusers 

When it comes to participation in the Facebook@Work system, the levels of contribution are 

somewhat consistent with what we can expect from online communities, according to the 

infamous 9091 rule of participation inequality (Arthur, 2006). Where most users do not 

actually contribute much at all, traditionally nothing, a small number contributes a fair 

amount and a very small subset contributes heavily. However the numbers are skewed in 

favor of a greater number of participants, and perhaps this might be a result of the setting 

being professional and workrelated, driving higher participation numbers. 

The increased level of participation here might also be due to how coworkers 

influence each others IT usage in the workplace, (Gallivan, 2005) when several people in one 

office are using an IT system and speak positively about it, it influences those colleagues who 

would not otherwise use the system or dislike it, to start using it and also seeing it in a more 

positive way. According to one of our interviewees, we were told that his boss praised 

Facebook@Work and spoke about all the things one could do, and how this made him more 

willing to give it a chance. 

When it comes to superusers, there are no elected superusers, neither is there anything 

to support this behaviour, at least not inherently in the system itself. However from one of our 

user interviews, we learned that among some of the users there exists a sort of expectancy 

and nurturing of a specific culture, where everyone helps each other, so they can all do a 

better job and achieve better results. 

Our expert also told an interesting story, about how one user had several problems he 

could not solve, so he brought in someone he had noticed had participated a lot and answered 

several questions in the help group, and how they together were able to solve the problems at 

hand. So in a way, some users have shown themselves to be valuable assets for supporting 

and teaching IT competence to their fellow colleagues, without any expectations for rewards. 
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5.5 Interview analysis  

5.5.1 Mutual learning 

During the interview with the project manager we got to know more about his thoughts on 

Facebook@Work. The main reason for implementing Facebook@Work was to use it as a 

collaboration platform, to make everyone part of a community, and not as an IT support 

platform. Still everyone invited to the platform, was instantly part of the help group. Earlier 

studies have shown, that Facebook has been used by smaller groups to share information and 

keep discussions ongoing and thus practicing mutual learning. We were interested in 

knowing if Facebook@Work contributed to question asking and discussions that would 

provide mutual learning for the employees. As far as our interviewee could say, he didn’t 

know whether colleagues did learn from one another or not.  

The other two employees we interviewed had two very different views on using 

Facebook@Work. One of them used previous conversations and discussions as a source of 

inspiration in his works, and could visit the platform several times a day, also outside of work 

hours. He would contribute to discussions where he felt it was natural, and answer a question 

if he knew the solution. This behaviour can be compared to the way active forum users 

operate on a daily basis, and will automatically contribute to mutual learning within 

Facebook@Work. Though he is an active user of the platform, he would rarely use it as a 

primary source for knowledge or forum to ask questions.  

In comparison the other employee would only check in a few times a week, to browse 

for news from colleagues and maybe some pictures or posts to update on. This behaviour is 

more like the standard way of using Facebook, and is not acting on the concept of mutual 

learning. Mosts forums have a community based around the 1% rule (Arthur, 2006). Users 

behaving this way are, statistically speaking, to be expected.  
 

5.5.2 Discussion 

The project manager could confirm that information and discussion are far more visible in 

Facebook@Work than earlier systems used in the company, though he could not comment on 

whether this resulted in an increase in employee knowledge or skills. The other interviews 

could not confirm if using Facebook@Work had any influence on their knowledge or skills, 
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even though the first interviewee said he used discussions and posts as a source of inspiration. 

As the project manager said, Facebook@Work may not be intended as an IT support forum, 

but based on what our active interviewee said and statistics from the help group, it is safe to 

say that the platform has similarities with other IT support forums, with good response times 

and thriving discussions.  
 

5.6 Threshold for using Facebook@Work 

The first month after implementing the platform, the company already had 38% of its 

employee base online (see Fig 4.2 – Global user numbers). That number is expected to 

increase over the next months as the platform will be more familiar and used. Of those who 

have created their Facebook@Work accounts, more than 70% have also created a post or 

commented on a previous post (numbers taken from Fig 4.1 and 4.2), all within the first 

month of implementation. 

There might be several reasons as to why nearly 30% of the users have not 

contributed with posts or comments. Looking back at the 1% rule, the activity is abnormally 

huge. This phenomenon can be explained by saying that the ones who accessed the platform 

in the beginning, were interested in using it, otherwise they might not have created their 

account.  

The threshold for posting and commenting on Facebook@Work might seem high for 

some of the employees. One of our interviewee said he did not feel like posting or 

commenting because he was too new to the company. He also commented on that he only 

worked in a small branch of the company, and that made it difficult to know where to direct 

questions. His solution was to direct questions in one to one chats. This way he avoided 

asking embarrassing questions in an open group, with the risk of being judged for not 

knowing the answer, even though that might not happen at all.  

Every person on Facebook@Work has her own personal profile to which all posts and 

comments are linked to. That means it is possible to find the person who wrote a post, which 

is a useful function, but it might also increase the threshold for using the platform. Maybe an 

added function of anonymity would decrease the threshold. If you could ask questions in a 

large group without revealing your profile or name, it would erase the possibility of being 

judged for “dumb” questions.  
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6 CONCLUSIONS: Facebook@Work and IT support 

We have been talking about IT support earlier, but what makes IT support good and which 

forms can it take? There are helpdesks, call centers, forums and we often find an IT 

department within a bigger corporation which handles internal problems. “Support is 

normally a boundary interaction between an IT specialist or a superuser on the supporting 

side and a user at the receiving end» (Kaasbøll, 2016, p.149). Users can for instance create a 

ticket, call, send an email, post a question or get help via remote administration. However 

broad the possibilities, each of these forms has its pros and cons, and one company seldom 

implements all of the IT support forms. 

Does Facebook@Work meet the criteria to function as a support forum? Let us 

recapture: Facebook@Work consists of many groups, new ones can easily be created. Its 

main use is to connect coworkers from all over the world, not support. 

But all employees automatically join the “Facebook@Work help” group. That means, 

that people working in the IT department also are members, and could contribute. Besides 

“Facebook@Work help” there are other support groups. We have for example found several 

country specific ones. 

To make a support forum attractive, fast responses are needed (Shaw et. al., 2002). As 

clearly visible in figure 5.3, there are only a few instances where it took several hours to get a 

reply. 

During the second interview we have been told, that “Facebook@Work help” is 

indeed used to find solutions to problems. But not only: other online forums and SharePoint, 

which has its place, are used as well. Another setback for the group is the behavior of persons 

like the one we have met during our third interview. A person who is relatively new to the 

company, not so familiar with the use of Facebook – both in private and at work, and who 

prefers a more direct approach to problem solving, by simply asking colleagues around or via 

the Lync messenger. 

We have also found that it is not possible to mark some problems as solved, which is a 

common practice in most forums. Marking problems as solved will probably make it easier 

for the “lurkers” to navigate in the help forums, adding structure, thereby making it more 

attractive. A nice way of doing so could be the use of another reaction button, which is a 
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newer feature in Facebook. For example could the company determine a fixed “like” or 

“love” button to mark the problems as solved.  

Another way of making it easier to navigate in the help groups, could be to exploit the 

priority management currently implemented in Facebook@Work. As far as we have 

understood the priority functions, posts with the most activity, are put on top of the stack. 

Additionally, we learned that not necessarily the most skilled person is going answer a 

question but one who cares and is willing to share and give a bit of herself – as interview 

subject number 2 put it.  

We reckon that Facebook@Work can be suited as a support platform, however, both 

our time frame – one month – and the number of candidates participating in our interviews 

were very limited. We, therefore, only allow ourselves to make educated guesses about the 

potential of Facebook@Work in general and concerning support functions. It is vital that, in 

order for it to work properly, a variety among the employees is needed. A few should 

contribute a lot, and ask questions and answer, so that those who will not contribute, still 

benefit from reading through the issues.  

Regarding the support quality, as previously mentioned, the response time the first 

month postlaunch was better than a regular support department, and we may therefore 

conclude that Facebook@Work could function well as a support or a discussion forum. 

An advantage of Facebook@Work is that people can post their questions or comment 

whenever they feel like it – easily during a break, at home, in the middle of the night. There 

are no working hours one has to consider, which make collaboration between employees 

from countries with different time zones much more comfortable. Another factor supporting 

our conclusion is that Facebook@Work is quite new on the market. Companies are 

encouraged to suggest changes and we reckon that if enough users wish for a certain function, 

it will be implemented in the future. 
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