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Abstract

The rising popularity of thesocial weband the associated clggnof static
websites and their content towards open platforms of social sharing,ccollab
ration, and usegenerated data confront knowleeigéensive business se

vice providers with the question what raecial softwareplays as a source

of professionalriformation in the workplace. Due to the high affinity and
familiarity of young internet users with such services, it needs to be analyzed
whether and, if yes, how employers need to adapt their electronic information
environments to the expectations andawébrs of job entrants.

In the course of this doctoral dissertation of information science this pro
lem is addressed in a specific context of use and scientific researchnenviro
ment. The information seeking behavior of young professionals in manage
ment casulting is analyzed by assessing the fit of existing analytical and
process models of information seeking in regards to the research interest of
this thesis and their validity for the context of use. This is achieved through
qualitative observation andmeéstructured interviews. The identified shor
comings and criticism of existing research results in the dewelot of a
taskspecific model of information seeking that enables the design ofi-a co
textspecific online survey of the information source usafjthe examined
population (r=115).

The results of this muHiayered methodical approach show that in spite of
the identified potential of external wikis and social intranet sites to serve as
sources osocialinformation, particularly for supporting yog professionals
in management consulting in gathering an overview of existing sources and
evaluating the retrieved information and its quality, the high frequency of use
of social web services for private purposes is not transferred to the usage for
professional purposes. In the course of a leadership workshop measures for
leveraging the realization of the identified potential are derived and aligned
to the process of tadkased information seeking behavior of young mofe
sionals. This leads to the reftem of contexispecific challenges and o
flicting interests of including social software as a source of information from
a management perspective.

Keywords [information seeking behavior], [social software], [social web],
[management consulting], [ekeonic information environment]



Zusammenfassung

Die steigende Popularitat d8scial Wekund der damit verbndene Wandel

von statischen Webseiten uddhalten hin zu offenen Pldrmen sozialen
Austauschs, kollaborativer Prozesse und nutzergenerizaten stellt insbe
sondere Organisationenssensintensiver Dienstleister vor die Frage, welche
Rolle Social SoftwaréAnwendungen als Quelle berufsbeaogr Information

am Arbeitsplatz spielen. Aufgrund der hohen Affinitat und Vertrauthait ju
ger Internénutzer zu derartigen Diensten gilt es zu analysieren, ob, und wenn
ja, wie Arbeitgeber ihre elektronische Informationsumgebung an Erwartungs
haltungen und Arbeitsvhalten von Berufseinsteigern anpassen sollten.

Im Rahmen der vorliegenden informationssanschaftlichen Bsertation
wird dieser Fragestellung in einem spezifischen Anwenskamgext und
wissenschaftlichen Forschungsumfeld nachgegangen. So wird das forma
tionssuchverhalten von jungen Berufseinsteigern in der Urihemaasbea-
tung untersaht. Dabei werden bestehend@délle der InformatiorSeeking
Forschung anhand von qualitativeredBachtungen und sessirukturierten
Interviews kritisch analysiert und auf ihre Gultigkeit flr den Untersuchungs
kontext und das Forschungsinteresse gepbidt anschéend eigens ent
wickelte Modell aufgbenspezifischen Informationssuchverhaltens ermdég
licht die Gestaltung eines Rtextbasierten OnlinEragebogens zur Erhebung
der Nutzung von Informationsquellen der untersuchten Zielgruppé 16).

Die damus resultierenden Ergebnisse zeigen, dass trotz des Potenzials
externer Wikis und interner Soci8bftwareAnwendungen, Nutzer am Ar
beitsplatz als QuellsozialerInformation insbesondere fir die Identdtlon
relevanter Quellen sowie der Evaluation ugefener Information und ihrer
Quditat zu untestiitzen, das intensive private Nutzungsverhalten des Social
Web sich kaum in der berufsbezogenen Nutzung widerspiegelt. In einem
ExpertenWorkshop werden MalRnahmen zur Realisierung desifeaten
Potenzals entwickelt und entlang des Prozesses aufgabenspezifischen
Suchverhaltens junger Berufseinsteiger strukturiert. Dabei werden
kontextspeZische Herausforderungen und Interessenskonflikte aus
Perspektive der Pemalfiihrung eflektiert.

Schlagwdrter[Informationssuchverhalter5oziale Software[Social Web],
[Unternehmensberatung], [Elektronische Informationsumgebung]
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1 Introduction

Social software applications such as online social networks, wikigs and
soci al sharing sites have chdsoageed t odayds me
Already web services likBacebookYouTubeWikipedig Bloggerand Twit-
ter are among the most visited websites with user populations larger than
most nation states andveaa strong impact on the way people communicate
and exchange information. This is primarily the case in regards to leisure
based topics of interest. Especially young adolescents seem to draw to
emeging technologies and naturally integrate these typepplications into
their everyday life. Therein, social software is increasingly used not only for
entertainment but also as a source of information. As such, young adults
might post a status message to their personal social network to ask for hints
where b find the most interesting websites on a certain topic, Wiitpedia
or TripAdvisort o | earn about a cityds history and s
favorite movie star or athlete ofwitter to stay upto-date on their latest
thoughts and activities.
Having this generation of young employees enter their organization, t
daybés enterprises are wondering what role sc¢
mation source in the corporate world. While some companies decide to ban it
from the workplace, others aim atrtafiting from their rising popularity for
professional purposes by integrating or copying phenomena of the social web
within corporate intranets. However, there is a lack of scientific understan
ing of the characteristics of these applications and, magperiantly, of the
behavioural patterns of this user group in the interaction with social software.
As Vakkari et al(1997) have argued,

Al é&€] without wunderstanding huei@gmofi nformati on be

information systems and reasonable uttima of information in our society is

not possible. One task of information needs and seeking (INS) studiesés to cr

ate knowledge which supports humans and organizations in their useref info

mati on and their design of information systems.
Hence, this doctoral dissertation aims at modeling the information seeking
behavior of young professionals and thus contributing to a better understan
ing of the role of social software as an information source in the workplace
and ways to meaningfully integeait into the corporate information énv
ronment.



20 1 Introduction

In the course of this thesis a specific perspective, context, methodology
and scope were chosen in order to satisfy a certain research interesi-and m
tivation. This chapter introduces these aspects andheessene for the aha
ysis of social software and its role as an information source in thelsioe
in sectionl.1 by presenting the initial considerations, which drive the overall
research interest of this ctoral dissertation. Sectiobh.1 then defines the
objectives and scope of this study in the field of information science w~ollo
ing the characterization of the scientific perspective in sedtiggrthe inds-
try of management consulting is described as context of application in
sectionl.l Based on these prerequisites, the structure of this thesisiis su
marized in sectiod.5.

1.1  Setting the scene

filn the generation now entering the workforce we are seeing some very
different signs on how they want to work, and the huge influence that tec
nology and modern media are havingtbeir lives[ . . . ] . 0
(Cheese et al. 2007: B8
Peter Cheese, Head of Talent & Organization Perform&@ftmenture

fiBefore older managers retire, they need to transform the workplace to
accommodate the expectations and work patterns of this new woréforce.
(Schooley 2005: 2)
Claire Schooleyt-orrester Research

The statements gathered above, provide first insights into one of the most

dominant discussions of talent and organization performance professionals

across all industries and geographies today. Tiseaecertain expectation (or

concern) that a new generatiasf employees characterized by a common

set of beliefs, attitudes, abilities and technological familidritg entering

todayoés workforce and will retols re drasti
and organization of work. Todayo6s manager :
environment needs to be provided for these new employees, who grew up

1 Whether these expectations indeed describe a generational phenomenon or not will be
further examined in sectidh1, but shall not be the focus of this dyu
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naturally interacting with modern web technologiesn@l, WWW, chat, or

mobile web) and are largely farait with emerging web applicatioAsSocial

sharing, networking, blogging and online collaboration via wikis describe the

advent of aparticipative web(WunschVincent/Vickery 2007) which has

changed the way information is created, disseminated and egtriavthe

public domain. Together with the observation that these web phenomena are
specifically popul ar amongst amd quickly ado
porate organizations are wondering whether and, subsequently, haw, to i

clude them in the informemn environment at the workplace.

On the one hand, there are enthusiasts who advocate for their inclusion in
the workplace and even °‘efntheiestdrppise t he O6Facebo
They claim that these social web services not only offer valuable infiorma
for professional use, but also promise a paradigmatic change of organization
of work and enterprise collaboration. As a basic principle they assume that
opening the corporate information environment towards the social web tran
forms the workplace tocaommodate the expectations and work patterns of
the new workforce generation discussed earlier.

Conversely, critics question the utility of such sites for work purposes and
plead to ban the social web from the workplace. Instead, some propose to
transferits popular bottormup concepts of user generated content and online
collaboration into the safe and controlled boundaries of corporate aaganiz
tions. As a result, many enterprises have introduced a wide range of internal
social software applications und#re name ofenterprise 2.0n hopes of
offering young professionals a natural environment for corporate knowledge
management,-karning, customer relationship management and much more.
They often come to realize, however, that the popularity and theusage
of the social web cannot necessarily be translated into a social intranet.

While it is impossible to decide which position is entirely right or wrong,
the overall tenor of these considerations is that of a changing information
environment, the peroed uniqueness of working and information seeking
behavior of young adults and the question of how to include these paenom

2For example, in the study fASpatialliy Bounded Onlin
tal o 94% of t he un daebgoknzehhers (cfeEibentSteifeldt s wer e
et al. 2006: 19).

3 A term coined by Rangaswami (2010) in a blog entry on a visicdhe future wok-
place.
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na in the context of a corporate workplace. These rather broad deliberations
set the scene for this doctoral dissertation in tHd 6&information science.

1.2  Scope and objectives

It is the objective of this study to add a scientific voice to the previoesly d
scribed discussion by analyzing the role of social soffiarthe workplace
environmentofse al | ed 6y o u P a ppedfit light. The@er a | s 6
spective of information science lies in the potential of these applications to
serve as sources of information in a professional work context. In order to
come to an understanding of whether and, if so, how social web aaswell
internal social software applications may meaningfully be included in the
electronic information environment of corporate organizations, the work
context and the workplace behavior of this share of the workforce need to be
thoroughly understood. There& the tastbased information seeking beha

ior of young professionals and its contextual influence factors in a specific
domain are examined. Furthermore, the character of social software; the i
formation provided by such applications and the way a neupgof en-
ployees makes use of these tools for private and professional purposes is
analyzed. The collective understanding of this user group, their work context
and the character of such tools enables the derivation of recommendations
regarding the desigaf the electronic information environment in the Wor
place of young professionals. In summary the objectives of this thesis may be
described as follows:

4 In the following it will be differentiated betweesocial Goftwar® aweth . 6 Thi s
study will consistently refer to the former, when describing applications of tkgorst
in general and to the latter, only when relatingvieb-based applications that arelpu
licly available on the World Wide Web. These terms will further be defined in section
21.1

5 This term will be further defined in sectidnl
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Tablel: Overview of main objectives of doctoral dissertation

1. Gain a deepnderstanding of the phases of téslsed information seekin
and their influence factors at the workplace of young profealsio

2. | Analyze the use of information sources and their characteristics in the
tronic information environment of young proggsnals.

3. |ldentify the role of social software applications for the commoniasked
information seeking behavior of young professionals.

4. |Derive conclusions regarding the design of the information emvigat of
young professionals in order to inde social software appéitons as
sources of information in the workplace.

For this matter, the scope ofe-this thesis
havior in order to overcome situations of uncertainty by undertaking-a pr
cess of information seekintn other words, to use information sources and
tools in order to develop the necessary knowledge, skills and attitude so that
a specific job role may be performed and a work task at hand is solwed su
cessfully. Such a perspective implies that there isrsgecific knowledge to
be taught (neither in a formal nor informal learning environment), bu¢-mor
over an undefined set of information, experience and values, which is to be
acquired in a specific context. Furthermore, the focus of this study lies upon
the individual and not the organizational performance or collaborative pr
cesses in the workplace. Of coar s e, 6soci al
tion and interaction with others. However, it is the individual who makes use
of the various sources providéy these applications. It is the goal of this
thesis to understand the information seeking behavior of young professionals
and thus the role of soci al sof tware as a me
performance in a knowledg@tensive work environmenOther perspectives
such as dearning or knowledge management concepts, which focus on the
distribution of information within an organization or group of employees,
would therefore not be adequate.

1.3 The perspective of information science

Contributingto the field of information science, this thesis takes a specific
position on the scene set in sectibd as well as the previously described
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scope and objectives of this study. Accordingly, it draws upomtaiceset of
methods and needs to be aligned with existing research models and findings
of its scientific discipline. The resulting perspective can best be described
when taking a closer look at its overarching research domain. Information
science was origally considered as
Al é] t hat di scipline that i nvesrti gates the
mation, the forces governing the flow of information, and the meansoef pr
cessing information for optimum accessibility and usability. It is concerned
with tha body of knowledge relating to the origination, organization, storage,
retrieval, interpretation, transmission, transformation, and utilization of-info
mation. o0 (Borko 1968: 3)
As such, information science is rooted in the documeditargrian tradgtion
on the one hand and the comptdeented, logicainathematical one the
other hand. While the latter is primarily concerned with formal systelms, a
gorithms, standards and their performance, the former deals with information
objects and takes into accoulhieir entire life cycle (cf. Womséddacker
2010: 335). As a result, information science approaches human behavior and
system interaction from a cognitive perspective and
An[é] is concerned with how the human transf
information and how that information is acquired, stored, retrieved, and pr
cessed. As a process, information science attempts to understand how signals
and data are acquired, stored, retrieved, and transformed into information that
directs the behavior of humansemerything from simple physal reactions to
complex problem solving. [...] Information science attempts to understand how
to extend human information processing abilities such as decision making,
problem solving, and fflearning. 6 (Williams 1¢
Within the areas of investigation mentioned earlier, one key notion of info
mation science may be identified: the understanding of information and
knowledge. Therein, information is defined as knowledge relevant to action
within a specific context of problesolving. Thesec al | ed O6puw-agmati c po
|l ated refers to the transfor mamnion of kno
formational surplus is created by refining information from a stock of models
about objects and circumstances of the world, which is existemt indivd-
ual or group, depending on the recipient and his context (cf. Kuhlen et al.
2004: 62). The concept of information in information science accordingly is
directly depending upon the user and her/his respective context, while, for
example, the carept of information in computer science is abstract (cf.
Rauch 1988: 26). Analyzing this process of refinement (in terms of cantext
al adaptation), a variety of research fields within information science has
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evolved. Some examples of the following categ®rdeveloped by Borko
(1968) reveal the heterogeneity of information science:

1 information needs and uses,

1 abstracting classificationi codingi indexing,

1 system design,

1 analysis and evaluation,

1 adaptive systems

(cf. ibid.: 4).

Altogether, there is a wide range of sdisciplines within information
science ranging from information systems, information retrieval (IR) and
humancomputer interaction (HCI) to information/knowledge management
and knowledge representation. This thesis stamdke tradition of these
fields of investigation and the methods developed therein. More specifically,
it can be assigned to the cognitive perspectivinformation seeking beha
vior® (ISB), whichi as seen from the traditional perspective of information
retrievali widens the scope of interest by analyzing the user in context and
including all informationarelated activities individuals undertake in certain
settings. Research in this field thus analyzesfithie é ] human -behavior dea
ling with generation, conmunication, use and other activities concerned with
information, such as, information seeking behavior and interactive IR
(Ingwersen/Jaelin 2005: 21). This scientific perspective is fundamental to
information sciene and may be considered as pathe research field dh-
formation needs, seeking and #¥SU) mentioned earliefrThe developed
conceptual mdels, processes, activities and emotional states describe the
context of iformation seeking behavior and knowledge work. This refers to
aformoffA [ é ] human i nformation behkvior dealing
ing information by means of information sources and (interactivey-info
mation etrieval sy$ e n(kid.: 386).

Since information science is of an interdisciplinary nature, the mettodica
approach of this study includes a combination of qualitative and quantitative
methods, which partially have their seeds in other scientific disciplines. The
perspective of information science, however, focuses on the individual users
within an informatimal environment and their information behavior. Actor
ing to the definition of this scientific discipline and its central elements, s

6 Chapter3 provides further details regarding this field of research, its central concepts,
and relevant previous findings.
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cial softwarei as a phenomenon of theeb 2.07 will be analyzed with a
focus on content, i.e. the information providedthese types of applications.
Furthermore, the individual behavior of young professionals in the search of
and interaction with information in their jalelated activities will be consi
dered through this described perspective. Thus, the gathered ahalgtic
derstanding of taskased information seeking behavior, its contextual
influence factors and the characteristics of the information provided by social
software contributes not only to existing research in the field of information
science but also alles deriving recommendations from a management pe
spective on whether and if so, how to include this type of media meahingfu
ly in corporate electronic information environments.

1.4  The context of management consulting

Since the specific context of infornat and the respective actors are asse
tial to a scientific perspective, it is important to understand the professional
environment in focus of this doctoral dissertation. Any evidence for or
against the utility of social software as a source of informadind the way it
ought to be meaningfully included in the workplace environment, il d
pend upon the characteristics of the specific industry and domain it is eval
ated for. As a basic principle, this applies to all elements of research in the
field of information science. When evaluating the usability of huoam
puter interfaces, the quality of information retrieval systems, or ritog-i
mation needs and uses of a certain user population, the context of use is
mostly considered to be a central influefiaetor on the validity and limét-
tions of research findings. Therefore, in order to analyze the abome me
tioned considerations, a specific context needs to be defined for this study.
Even though the considerations described in section 1.1 may apply to a
wide range of corporations and industries, some domains appear to Ibe affec
ed more than others by the rising popularity of social software andthe i
volved changes of the electronic information environment. This plantig
applies to the sector of salle d 0 k n aontehsieed lysness sei c e s 6
(KI BS), whi ch Al é] are mainly-concerned
intensive inputs to the business processes of other organisations, including
private and public sector <clilégstso (Mull e
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saidthattheyi [ €] i nvol ved economic activi
in the <c¢creati on, accumul ation or d
1995: 18). Thus, enterprises providing these senace<haracterized by a
highly educated wiforce with a large degree of computepported inte
lectual activities in the service sector and stand in contrast to rather physical
craftwork such as in the manufacturing industry. These characteristics reveal
the relevance of KIBS for the scope arfgeatives of this study. Previous
research on models of information seeking behavior and the use of specific
sources of information has considered quite a wide range of workplaee co
texts, such as those of engineers (Cool/Xie 2000; Du Preez 2008; Eltis/Hau
gan 1997; Fidel/Green 2004; Hertzum/Pejtersen 2000), physicians (Gorman
1995; Leckie et al. 1996), lawyers (Kuhlthau/Tama 2001; Leckie et. al 1996;
Makri 2008; Wilkinson 2001) or social workers and puisiavice emplo

yees (Bystrém/Jarvelin 1995; Bystrd002/1999), which may all share the
above described characteristics to a certain degree. However, especially i
dustries with a comparably young workforce are facing the question of how
to adapt their workplaces to a new generation of employees that ghigiv a
familiarity with this type of wekbased applications.

This second characteristic makes the context of management consulting
particularly relevant for the purpose of this thesis. As an essential element of
knowledgeintensive business services, magmagnt consulting may best be
described as

A é] an independent professional- adyv
ganizations in achieving organizational purposes and objectives by solving
management and business problems, identifying and seizing pyortonities,
enhancing |l earning and i mplementing
The portfolio of consulting services includes the development okgitat
and measures regarding the cutting of operational costs, new market entries
and portfolio diversificationthe restructuring of organizations and theantr
duction of new processes or information systems into organizationsjto me
tion but a few.Figure 1 presents an overview of all fields of activity within
the German comsting market and its allocation according to volume of sales
in 2008.
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HR Consulting

152 Organization /
Process Consulting
thereof:

IT Consulting— 216 44,4 Project Management 10.4%
0/0 ChangevManagement 9.5%

Production & Supply
Chain Management 8.6%
Process Management 8.6%
Controlling 6.2%

Other Organization /
Strategy Consulting —— 237 Process Consulting 1.1%

thereof:

Strategic Corp. Planning 9.3 %
Marketing Consulting 6.0 %
Corporate Finance 5.6 %
Other Strategy Consulting 2.8 %

Figurel
Allocation of German consulting market in 2008 (adapted from BDU 28)09:

In the development of strategies and measures, as well as in thet sfippo
their implementation, in the mentioned management fields the main value
propositions consulting firms offer their clients are: methodical skills;-fun
tional (or industry) expertise, flexibility and, of course, the external arel ind

pendent perspectven t he <c¢l i entsd organizations.

these propositions, companies turn to management consultants for the deli

ery of short to midterm projects. Depending on the size of the client and the
project scope, the consultancy assemblesam tef professionals based on
functional and personal requirements. The typical phases of the consulting
process may be described as O6eatrybo,
ment ati ono6 an dfiguea2e Thenength af eachrobthege gha e

es depends on various aspects of the
complexity, size and urgency. As a basic principle, however, theseesngag
ments are temporary and share the traditional charstiteriof a poject’.

This suggests that management consultants pass through many different o
ganizations in their professional career. Either focused on a functional field

or an industry, they develop a large extent of their competencies on the job.

7 This refers to an undertaking, which is characterized by its unige@fe®nditions in
terms of its set targets, and temporal, financial, and resoeleted restrictions. Ita
cordingly may be delineated by other activities, which are part of daily corporate oper
tions, and is established in a projepecific organizatin (cf. DIN standard 69901).
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Entry

Diagnosis

Action planning

Implementation

Termination

* First contacts with clients

* Preliminary problem diagnosis
= Assignment planning

= Assignment proposals to client
= Consulting contract

* Purpose Analysis

= Problem Analysis

» Fact Finding

» Fact analysis and synthesis
= Feedback to client

» Developing solutions

» Evaluating alternatives

* Proposals to client

* Planning for implementation

» Assisting with implementation
= Adjusting proposals
* Training

= Evaluation

* Final Report

= Setting commitments
*» Plans for follow-up

» Withdrawal

Figure2 Phases of the consulting process (adapted from Kubr 1996: 22)

Based on a certain set of methodical and analytical skills, they learn how
to use experience from previous assignments in order to help their next client
tofae new situat i on professiomalstemmoyech by con
sulting firms can learn from the experience of their colleagues who have
a n dh owmsoe
(Ibid.: 4f.). The management consulting uedry is consequently often times
busi nfesticed

worked for

referred to

ot her

Opeopl e

clients,

8 A term introduced by Cheese et al. (2008).

wh ol

6t al

e

e



30 1 Introduction

their almost exclusive asset is the human talent of their workforce and the
experience and knoWvow gained and maintained over their years ofiser
In order to understand why the context of this study was chosen for the
analysis of the role of social software for tdmsed information seeking
behavior of young professionals, it is essential to take a closer look at the
roles and tasks individisaperform in this industry. In general, the profession
of management consulting can best be described as follows:
AAn individual becomes a management consult
study and practical experience, considerable knowledge of varyinggement
situations and by acquiring skills needed for solving problems, improving o
ganizational performance and sharing experience with others: understanding the
nature and goals of organizations; finding information; analyzing and synthesi
ing; developng proposals for improvement; communicating with peopley-pla
ning changes; coping with resistance to change; motivating people; helping
clients to innovate and | earn from experienc
While this role description may in some paatp pl y t o a variety of
job profiles in the knowledgitensive service industry, it is the dynamic
project environment of changing clients and their industries that acts as a
catalyst for the described activities. As an external supplier of morpletm
and relevant information, a management consultant enables his client to
make the right decisions. Kubr summarizes the importance of information
seeking skills in consulting with the following description:
Alt can be i nf or mat sectantrends, ramaatdigastpsi, cust omer ¢
pliers, competitors, potential partners, sources of engineering expertise, go
ernment policies and regulations, or other. The consulting firm may have this
information in its files, or know where and how to find it. Inf@ion gathering
and analysis may be the only or the main objective of an assignment. Finally,
any consulting assignment will have an information dimension and function.
There is no consulting without working with information and providing better
informaton. ¢ (1 bid.: 14)
The character of this work context brings about challenges of twondime
sions. On the one hand, individual requirements for the role of young job
entrants in management consulting may be defined. Along with key skills
such as logical reasimg, strategic thinking, people and communication, as
well as certain functional skills, information Iiterady; a fundamentale-

9ATo be information |literate, aforrpaion $sson mu s t be
needed and have the ability to locate, evaluate, and use effectively the needed info
mat i olpA.1889: 1)A
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quirement for young professionals in management consulting. Cheuk (2002)
also highlighted the importance of this demand indtedy on information
literacy in the workplace context:

At is important to be information | iterate

workplace of the present and future demands a new kind of worker, who have

[sic!] to access, manage and use the vast amofuinformation delivered to

them through multiple channels (e.g., phone, Internehai, printed doa-

ments, Wekcasts) and in a wide variety of formats (e.g., video, printed; ele

tronic text).o (lbid.: 2)
The description of kptacews suehmoeimggdfc i n t odayoés
(as in management consulting) may clearly be directed at the employees and
their preparation for the job environment. As a result, many studies co
cerned with this phenomenon (e.g., Klatt/Gavriilidis et al. 2001; Bruce 2002;
Virkus 2003; Kirton/Barham 2005) mainly considered the educational aspect
of it. The adequate preparation and development of young job entrants for
such a workplace environment, of course, is an essential prerequisite for any
of the further developed consigitions of this study. There is, however, a
second dimension to it the organizational challenge. One of the main-co
cerns of consulting firms is related to the management of informatiors in o
der to provide their employees with an organizational andnteghinfra
structure, which enables them to meet the demands of their work roles in the
context described above. Consequently, swift access to comprehemsive i
formation and the ability to exchange information electronically are not only
necessary prereaiies an organization has to provide for their eygds,
but also have become key differentiators in the consulting industry (cf. Kubr
1996: 648).

The strong focus of this environment on the acquisition of knowledge, the
transfer of information and theeation of informatiorbased analytical se
vices makes it particularly relevant for information science. On the one hand,
this industry serves as fruitful object of investigation for the research inte
ests of information science. On the other hand, firelingm such disciplines
as information retrieval, humasomputer interaction and information needs
and uses are highly applicable for knowledlgiensive business services in
general and management consulting in particular.
Furthermore, the management soling industry consists primarily of a

large share of young professionals. This brings together both central elements
of the research interest of this thesis. As a result, the hypotheses and concl

\
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sions from this doctoral dissertation will not be limitedout will stem from
specific observations within this industty

1.5  Structure of this thesis

In order to satisfy the overall research interest and achieve the objectives
described above, this thesis initially presents its central determinants and
invedigation objects in chapter 2. Thus, the first section describes the rise of
social software, classifies the respective types of applications and reviews
areas of related research. Furthermore, the alleged natural interaction of the
et generatio6  w udh bmerging technologies is discussed and the sa

ple group of young professionals is characterized. This leads to thel-consi
eration of social software usage in the workplace and the role of user
generated content as a source of information. Chapter aatbdres the

field of information needs, seeking and wsadies and defines centralnco
cepts and previous findings of information seeking research. Theo$tue

art in this scholarly field is presented in order to review the most relevant
models andindings for the research interest of this doctoral dissertation. As
a result, the research problem is further substantiated and respective research
questions are posed in chapter 4. In addition, the methodical approach of this
study is outlined, providinghe theoretical foundation for the subsequent
empirical part. Chapter 5 initiates the empirical part of this study. It develops
a conceptual understanding of the information seeking behavior of young
professionals in management consulting based on aiwytiaahlliterature
review and a qualitative field study. Moreover, the explorative analysis of the
information environment, information sources and information types in the
field of investigation is documented. Based on the conceptual model of task
based iformation seeking behavior of young professionals and the analyzed
nature of information sources, the working hypotheses are then refined. This
builds the foundation for an extensive quantitative study, which is presented
in chapter 6. Therein the resuti§ a contexispecific online survey areet+
vealed, describing the usage of information sources of young professionals in

10 See chapter 4 for a closer description of the study setting and chapter 8 for a final
discussion of relevance and limitations of findings.
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management consulting. All of these results are consolidated in chapter 7 and
discussed from a leadership perspective. Together wéthhioretical co-
siderations of chapter 2 and 3, the descriptive findings of the qualitative as
well as quantitative study are assessed in the light of cespexific ch&

lenges and leadership interests. The critical analysis of the actudlatses
information seeking and source usage behavior of young professionals leads
to a set of measures for leveraging the potential of social software as an i
formation source in the workplace. Finally, chapter 8 summarizes thaueoncl
sions of this thesis, their coifdution to the field of information science and
discusses their limitations. This final chapter also points out furésearch
needs, which result from the considerations and findings of this study.






2 Social software in the workplace
of young professionals

Further elaborating on the point of departure of this thesis, the following
chapter presents central definitions as well as an overview of exigting r
search regarding its two main objects of investigation. In order to better u
derstandhe scope and objectives of this study as defined in settipthe
concept of social software and its specific relevance for the group of young
professionals as well as the workplace environment are furtherireeghla
Therefore, sectior2.1 characterizes social software, presents a typology of
applications and provides an overview of areas of related research. Section
l.lreflecc upon the notion of a énett- generationd,
ing studies on social web usage of young adolescents and commorp-assum
tions about this group of young members of society. A short overview of the
discussion of the generational concdyn provides an understanding of the
terminology and characteristics of the sample group selected for this study.
This leads to the consideration of the role of social software in the workplace,
presented in sectich1 Apart from the statistics regarding the use of social
media at work, first approaches of transferring the social web into the-corp
rate boundaries of a O6soci al intraneto are
on usefgenerated content as a sourcenfbrmation in the workplace env
ronment is further explained. Sectidnl summarizes these considerations
and main observations from the review of existing literature and practices,
which gave rise to and furthdefine the research interest of this study.

2.1  The rise of social software

Within the past ten years a whole new set of web applications has evolved
and changed the way information is distributed throughout the World Wide
Web significantly. Sites such aafkipedia Flickr, del.icio.us Facebook
MySpace Xing, YouTube LinkedIn and Twitter appeared and quickly rea
ched the top of the rankings of sites with the most page views around the
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globe™ These applications are not necessarily characterized by ivevat
technologies, but more importantly by a common principle. They broke the
prevalent paradigm of the Internet web of computerswhich connected
machines to an informative web generated by mostly professionat info
mation suppliers and shifted it toward participative web(cf. Wunsch
Vincent/Vickery 2007) by setting the focus on using the web as a sodial pla
form with the aim of enabling users to interact, share and collaborate with
each other. As a result, a central characteristic of social softe/déinati the

lines between consuming information and its production are blurred. The
active user of weblogs, social networks, social sharing services and wikis is
at the same time recipient of data, information and content and producer of
the same (cf. Schmit 2008: 42). This notion of Opro
Toffler 1980) is a key element in shaping the social side of such software
applications.

2.1.1 Definition of social software

Tim O6Reilly was the first to summarize t
ave b (200%) &om a rather practical perspective and expressed with this
term the novelty and progress in contrast to the previous understanding of the
Internetiaccor di wmeglh y Desdild@ng this phenomenon in detail he
defined seven principte

91 The Web As Platform

1 Harnessing Collective Intelligence

9 Data is the Next Intel Inside (importance of data ownership)

9 End of the Software Release Cycle

1 Lightweight Programming Models

9 Software Above the Level of a Single Device

1 Rich User Experiences

All of these axioms aim at expressing the growing importance of people and
their inclusion in the continuous development of software and generation of
data, while editorial content and traditional market controls become spemin

ly irrelevant. These claims have increased in popularitsegardless of the

11 According toAlexaFacebool(2), YouTubgRank 3),Baidu (6), Wikipedia(7), Blog-
ger (8), andTwitter (10) were ranked within the most visited sites globally (cf. Alexa
Internet Inc. 2010).
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lack of scientific validatiori and many applications and concepts connected
to any one of these have picked up the terminology by using the addition
This is a clear indication of the shtbwards a new generation of web tools.
Reviewing these principles it is evident that technology is only a small part
of this conception. New technologies such as AJAX, RSS, Microformats,
OpenAPI, wikis and others can indeed be considered as one ofuiies arf

the popularity of web 2.0. Wunsgéhincent and Vickery (2007), however,
nameeconomi¢ legal and institutional and social developments as further
drivers. Within this OECDarsttiuchyp athieveweb i s
i t s c ousergenen t aTaking this perspective into consideration, the
importance of the users and their activities in collaborating, connecting and
exchanging information with each other emerges as a central element of the
web 2.0.

This brings us to the tergocial softvare which can be considered part of
the overall realm of web 2.0, although this descriptive name for the new class
of applications has SoaakSoftwaressumemidi $ hence since
New York in 2002 (cf. Hippner 2006: 7). While the first attesnjat speify
this term had only mentioned the aspect of interpersonal connectivity (which
can be considered a characteristic of many IT applications), more reicent sc
entific opinions in the field of information science have identified four ce
tral functiors of social software applications. These can be sariped as
1 communicative function
1 relationship function
9 collaboration function and
1 information function
(cf. Ebersbach et al. 2008: 29; cf. Hippner 2006: 8).

Serving as platforms for users tateract with each other, the mose-el
mentary function of social software applications is to enable communication
between individuals. This function builds the foundation for all of the others
by establishing a channel for interaction between the actoo$vat: Can-
munication therein typically is not Hdirectional (onéo-one communia-
tion), but rather multidirectional. Moreover, it can be distinguished from the
tradtional oneto-many communication, which was characteristic for the web
1.0-paradigm. Soclasoftware instead creates a type of compuotediated
public, in which manyto-many communication takes place betweemme
bers of personal networks as well as complete strangers. In many ways this
type of communicati on <canemrovspegificbe call ed 6u
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addressee other than the public can be identified. Most importantly, almost
all types of activities in social software applications can be considered a
communicative act. This highly interactive type of software or web service

offers many wag to communicate via short messages, comments, status
messages, articles, pictures, videos or profile information.

This last form of communication highlights another central function of
social software applications: building relationships. As describedealioe
focus of the web 2.0 is to connect people instead of computers. This par
digm shift can be observed in a number of explicit instances. Since users are
motivated to participate and communicate on the platforms offered to them to
a large degree, sadisoftware is used to build, nurture and most importantly
visualize social networks. By disclosing personal information and building a
virtual social profile, the communication between people is enriched with
background information required to discovenisrities (be it for example in
interest or origin) and thus weave a network of personal acquaintances for
further interaction.

Once such a connection of individuals and their communicative @atera
tion is in place, the collaborative function of socialteaie emerges. Many
of the social software applications aim at bringing together people with com
mon interests or goals in order to support their collaborative efforts. In order
to unleashthissoal | ed &éwi sdom of the crowdsd the
groundwork to allow diversity of opinion, independence and decerstializ
of the individuals involved and aggregation of contributions in order to turn
private judgments into a collective decision (cf. Surowiecki 2007: 10). Of
course, this describes an &i¢hat needs to be questioned critically. Cailab
rative efforts in virtual communities, even in initially flat and open hiera
chies, develop certain structures and phenomena, which confront the users of
social software with challenges of inequality orlesmon. Thus, the divsity
and quality of such collaborative tools need to be considered witfoica
Once again, however, this function of social software applications is not so
much the result of technological innovation but rather a mixture of sbcieta
developments and lothreshold applications.

Finally, social software applications fulfil an informative function. In all
of the use cases described above, the flow of information between individuals
as well as machines is the implicit driver of the esdfve function. While
providing information may not be considered an aspect specific for social
software, the exchange of information is at the heart of these applications.
People are enabled to share information about their-afaténd, previous
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experence and expertise, or simply their current location. Social software
applications share the dominant characteristic of being highly dynamic and
informationintensive services. The information provided by thiese more
precisely by their users constitues the social or collective context of the
individual contributors and users of social software applications. Tak#g th
se functions and considerations into account, leads to the following-defin
tion:
Social software (or web) consists of web based apjwits, which sp-
port users in exchanging information, building and nurturing relation
ships, conmunicating and collaborating in a social or collective eon
text, as well as the resulting data, and the relationships between people
using these application&f. Ebersbach et al. 2008: #9 cf. Hippner
2006: 8).
This definition shall serve as a working basis for the research interest of this
thesis. While there are many different understandings circulating about what
characterizes this type of software apglions best, this definition sunam
rizes the above mentioned developments best and representssieciiee
of information science. In addition to the above mentioned functions of social
software it introduces withothterine i ncl usi on o]
portant aspect that will be elaborated further in se&i8r8

2.1.2 Atypology of social softwareapplications

In order to gather a better understanding of the types of applicatieasedo

by the developa definition of social software, a classification of apations

is neededEbersbach et a[2008) defined four central types of socialtsof
ware applications and positioned them in a scheme together with the fun
tions introduced above. These categories a

9 blogs, microblogs and status messages,

1 social networking,

1 social sharing and

9 wikis.

Figure 3 displays these types of social software in a functional scheme. The
circle as element surrounding anclirding the various types of sofare
represents the communicative function, which all of the tools share to the
same degree.
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Collaboration

Socil i Social Networks

Information Networking

Figure 3 Social software scheme (adapted from Ebersbach et al. 2008: 35)

These four types of apphtions, however, do not only serve a commun
cative function. As pointed out, communication enables the exchange of i
formation, the collaboration and the building and nurturing of relationships.
Within the triangle of these three additional functions ftlue types of ecial
software can be placed according to their main use and relative distance to
the respective functions.

Blogs, microblogs and status messages

The term O6bl ogd or O6weblogbé, which
describes a type afebpage that provides eayuse functionalities for pu
lishing short messages or articles in reversed chronological order an a pe
sonalized website. They represent the further development of personal home
pages, which still required skills in programigiHTML code and sing FTP
servers. According to Gill (2004) primary characteristics of a blog include:

1 reverse chronological journaling (format)

1 regular, datestamped entries (timeliness)

1 links to related news articles or documents (connectivity)

1 entries within each entry (attribution)

1 archived entries (old content remains accessible)

f

r st
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1 links to related blogs (blogrolling)
1 RSS or XML feed (ease of syndication)
1 passion (voice)
(cf. ibid.: 2).
Primarily, the main characteristic of blogstheir low threshold of pgat
lishing articles to a wide audience for users of all backgrounds. With the rise
of blog hosting services (e.dgloggel), the technical burden of ma#ining a
hosting account and a software application has been removad¥yn&ch
Vincent/Vickery 2007: 36). The interfaces of these services as well s des
top-based blogging software are edsyuse and provide the ground for what
is also callecamateur journalismTherein, publishing, as well as consuming
blog content doesnate qui re wusers to visit the peopl ed:
Since blogs are described in a simple formatting language and allowsthe di
tribution of new content via RSS feeds, most of the information provided by
blogs is not perceived in the immanent envirenimof its orginal publia-
tion. The same can be said about comments and replies to these posts, since a
variety of browseror desktogbased feedeaders allows the aggregation of
and interaction with blog content and bloggers. In borrowing the terngyolo
6l ogé from the nautical cont ext reveal s, a v
These updates are called O6postsd and may con
remarks, as well as pictures, links or even videos. The type of information
contained within allbog varies greatly depending on the peadnterest and
intention of t he 6 biltoaaygpleserdtions fromacan describe
personal as well as professional context. Some frequently visited blogs are
topic related. Some offer a mixture ofperadn event s in the authoro6s
Brady 2005: 4). Nardi et al. (2004) analyzed the bloggers motivation in an
ethnographic study and identified a variety of motivations, i.a., including
writing a blog
fto 6document | i fed,
1 as commentary,
1 as emotioal and intellectual catharsis and
1 as community forum
(cf. ibid.: 43ff.).
This way a blog represents a hybrid of a communication and an info
mation tool. The aspect of collaboration comes into play when considering
the entirety of O05nesoribes this phenomdeRom ofliday ( 2 0
ly interlinked and reciprocally referring websites as follows:
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AThe O6bl ogospher ed c antopfeerequivalenitoplit of as a n.
net and bulletirboards, the conversational watering holes of the earlyneter
Not only can people subscribe to each ot her:
comments on a page, but also, via a mechanism known as trackbacks, they can
see when anyone else links to their pages, and can respond, either with recipr
callinks,oby adding comments. o (Il bid.: 7)
Thus, blogs can be understood as a form of interpersonal communication that
allows users to stay tip-date about events and opinions within this type of
community (cf. Ebersbach et al. 2008: 66). In many ways, howevegratke
more than that and in some ways represent a new form of journalism or even
scientific communication.
The types of blog articles described above require a certain amount of e
fort and skill. Based on the widespread use of short messaging services
(SM9), a new sort of communication and information tools has emerged: so

c a | Imierdblog® . As the term itself émplies, mi
semble a more compact form of blog entries. With the rise of the web service
Twitter, which was launched in 2006,he #H#ASMS of the I nterneto

2009) gained worldwide popularitywitter gave rise to a group of micro

bl ogging services which enabl e- users to
cromessages (also known tageet$ which are texbased posts of up to 140

chaact ers. The tweets are displayed on the 1
to other users who have subscribed to them (knownlksvers. By being

available via RSS feeds for desktop readers, integrating with mobile phone

service providers and adding gleeation information, these social welrse

vices are characterized by seamless and ubiquitous accessibility. Thus, they

have developed their own characteristics and differ from the traditional mot

vation and use of blogs. The main motivation for usersubligh a ni

cromessage is to share what they are currently doing or thifkitiy the

public or a group of interested followers. Whilaitter is the most popular

microblogging platform and does not target a certain group of users-or d

fines a certain theenfor its service, other sites suchYaanmer(for corporate

use) orldenti.cacan be considered special interest or geographically limited

savices. In addition to its communicative function, this group of social web

applications is of growing informatiah value (as will be discussed incse

tion 2.3.3 and furthermore supports social networking of its users. By sha

12 The original slogan at the launch ofvitterwas fiWhat are yag-u doing?ao0. C
vices also used this phrase or adapted it slightly, Eacebookii What 6 s on your
mi nd ¥ammeir n t he corporate context with AWhat are
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ring their current location, activities and state of mind, users create a virtual
co-presence withtheir followers and thus nurture existing relationships and
establish new ties. In this sense, microblogging is strongly linked to the co
cept of status messages, which is an essential element of social networking
services. Status messages are just lWikeets an instant textased service in
order to share personal information, events and interests with other users.
They are, in contrast to microblogging, not limited in character size, but tend
to be similarly compact. Another difference between tweedsstatus me-

sages is the distribution and accessibility of this content. Status messages are
not as widely dispersed and primarily directed at the personal contacts of the
author as they are embedded in social networking services.

Social networks

@nlinesocial networkd8 ( O S Bbyial metworldngs er vi ces 6 ( SNS) are at
the heart of the concept of social software and the web 2.0. They are web
based communities aimed at connecting individuals with friends, colleagues
and any other person with a shared aévor professional interest. While
these platforms have implemented a variety of technical features, thedr prim
ry element is that of visible profiles that display an articulated list of friénds
who are also users of the system. Such a profile usuallydies a picture,
biographical information, as well as further information regarding (job&-exp
rience, personal or professional interests and the mentionedaetitlist of
friends. This visualization of personal information and cctioes promotes

the identification of shared friends, common interests, or subject matter e
perts (cf. Boyd/Ellison 2007). Accordingly, a centraldionality of a social
networking service is the previously described status messaging and the act
of establishing new connéahs by adding a new friend to the persondt ne
work. The latter is supported by systgenerated suggestions based on the
provided profile information (concept of shared interest) or the existing list
of friends (concept of shared contacts). Based on tievation of participa

ing users as well as a defined purpose of a SNS, three different types of s
cial networks may be distinguished:

9 general interest networks,

1 passiorcentric networks and

9 business networks.

13Even though most social networking services call ¢
type of connection may be of a different nature than the colloquial term and therefore
include further types such as colleague, fan, or acquaintance.
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While these networks share the badia of relationshibuilding and &
fer a similar spectrum of functionalities, they differ significantly by user
group and content of interaction. The most popular social networking se
vices are best described as general interest networks. These typasarks
have no special focus regarding certain user groups or topics of intarest. |
stead, they are characterized by the idea of connecting online with friends
and friendsof-friends in order to build and nurture virtual relationships. One
of the first gmeral interest networks accordingly was calketendsterand
claimed to focus A[ é] on helpiBag peopl e s
cover new people and things that are i mpo
After first SNS likeSixdegreesnd Friendste had prepared the ground for
social néworks while at the same time had to struggle with technical and
social difficulties (cf. Boyd/Ellison 2007), a variety of general interest ne
works emerged at the turn of the millennium. Primarily the two &h&-
bodk andMyspacehave risen to become some of the most popular websites
in the world today’. Even thoughFacebookmay be associated with the
higher education domain (as it was originally developed to serve as a virtual
yeabook for Harvard students) amdlyspaeis primarily used by upcoming
music bands to promote their songs, these social networks cover every aspect
of social interaction and personal interests. As platformsSikdegreegin
reference to the six degrees of separation developed by Milgr&m)(itohis
6smal | worl d exper wenkenntwgn ( 6Mh ot kem o B&r man
whom?6) explicitly pick out as a centr al
networking services is to weave a human web of contacts based on personal
acquaintance. This basiceid gained unexpected popularity and was further
implemented by a variety of geographically dispersed services, such as
Qzone(China), Cyworld (South Korea) andrkut (India, Latin America).
Apart from enabling and visualizing the connections in betweens#ss,
these platforms have grown to become raltieted communication, coba
oration and information services. The variety of functionalities and the social
impact these general interest networks have developed has led to thp-assum

14 Facebookclaims to have over 500 million active users (Facebook 2011), while
Myspaces reported to have about 125 million users (Crunchbase 2011). Furthermore
the Chinese network Qzone is saidhave over 190 million active users (Mashable
2011). While these figures are mostly based onrsglérted sources and difficult to
compare, the sheer size of these networks indicates the popularity of SNS and their
pl ace in todayés society.
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tion that online soal networks such aBacebookfi [ é ] may become the
default operating system of the human webo (

Passiorcentric networks share the same basic functionalities as thie prev
ously mentioned SNS but usually have a smaller reach and fewer and more
specialized features. Regarding their purpose of use, they are strictlyssddres
ing a certain topic of interest or user group. Social networksDikgster
help strangers connect based on shared intef@ats2helps activists meet,
Couchsurfingconnects treelers to people who offer free overnight stays and
MyChurch joins Christian churches and their members (cf. Boyd/Ellison
2007). These online social networks are most closely related to the first idea
of web communities. They aim at providing a platformdescussion, mee
ing experts and exchanging experiences from shared private or evest profe
sional activitiesLast.fmis another example of passtoantric networks. It is
a social network for music lovers and artists. In addition to enabling relatio
ship-building, if offers a variety of machiAeased features helping users to
discover other users with similar taste, new interesting artists based on other
peoplebds |listening behavior and streaming o
tions. In addition, users mayx&hange information regarding upcomingieo
certs and events as well as participate in discussion boards. Dating networks
are a very special stgroup of passiofcentric networks. They bring together
users with a shared interest in the sense of looking feartner in life. SNS
of this variety were among the very first of their kind (eMatch.comor
eHarmony and also include such features as machased comparison of
interests as described above. In contrast to the online social netverks d
scribed earér, however, dating networks aim at matching two people with
shared interests rather than weaving a web of friends and fié+idends.

The field of passioentric online social networks reveals the importance of
revealing personal information and shg experiences with other users.

Business networks are less widespread online social networks, but have
become a central element of the social software spectrum. These SNS focus
on interconnecting professionals with an interest in leveraging their t®ntac
in order to improve their business or enhance their personal career. They
provide the tools necessary to reach out and establish business connections
for the sake of finding cooperation partners, increasing sales, finding new
jobs, or approaching speliiaed job seekers (cf. Nations 2010). The personal
profile in such a business network accordingly is reminiscent of curriculum
vitae, containing information about the educational background, jobiexper
ence and professional interests. Additionally, sernsteh ad.inkedIni the
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worl dés most popul ar onl i nmepored ¢5i al busi ne
million registered members in over 200 countries (cf. LinkedIn 201)er
the ability to write recommendations for (former) colleagues and cooperation
parhers. WhileLinkedinand other services such ¥dmg, Ryze or Spokeare
publicly accessible web platform€ompanylLoopepresents an internab-s
cial business network. By restricting access to onkwodkers, such rte
works allow users to connect with @l employees and share knowledge
specific to their business (cf. Nations 2010). Thus, they involve collaboration
rather than operating as a simple networking tool.

While the scheme presentedfigure 3 digns social networks primarily to
the relationship function, the described types of SNS highlight the fact that
social networking services have become rdaltieted information and oo
munication portals. They enable users to send mails, to chat, tadlpgst
status messages, to share videars and to ¢
t i d°nhstdpeople can add to their personal profiles (cf. Wuivsobent/
Vickery 2007: 38). With the rising popularity and ubiquity of SNS, social
networking functionalies have been integrated into many of the taxs
websites. Thus, many corporate websites, consumer portals, fan websites, or
travel portals have adapted the idea of connecting their users andtipgpmo
interactivity and exchange of ideas and experigrazaong their users. This
leads over to the group of social sharing sites, which is another essential el
ment of social software.

Social sharing

I n todayods digital wor kpl ace and persona
amounts of information objects are crehteetrieved, adapted and stored on

a daily basis. The interaction with traditional desktop applications doich o

jects as documents, pictures and audio files were primarily stored locally in

folder systems on a wuser 6s ipreWithtonal compu
the rise of the World Wide Web, these files, of course, could easily Iz tran

mitted to other computers and users, but the exchange of data was always an

intentional and primarily unilirectional act. This limited the way info

mation was exchangeid a certain degree. Extending the functionality of

pes on al information management application
own photos, movies, web links or presentations with selected users of a joint

156 Applniscéatiiso the term for these types of modul es
cial networkFacebook
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web platfor m, i s dodiaksharingdn g rcafl. iEdbeear sthealcihn ke td al
2008: 100). Social sharing can be understood as a method for Internet users
to organize, store, manage and search information resources online avith pe
ple in their social network or with other users with shared interests.l Socia
sharing applications are mainly browdersed web platforms that enable the
exchange of information objects or references to web documents. These se
vices may also be connected to desktop applicatiomsdgets which aub-
matically synchronize their ctent with the respective web platform and
with its users. Even though this type of information sharing is considered
social and therefore a collective activity, the main characteristic of these
types of soci al sof t war e dignpoften sati ons i s th
strictly egoistic. By uploading their content to a social sharing platform, users
break the boundaries of their personal computer and may access their data
from every other device and location. The social element of sharing comes
into play, when these collections are made public or at least shared with a
selected audience. The attention of other users is drawn to items with similar
or related content, which might be useful for their further personai-info
mation management. A social collectiarises that represents a certain-co
pus of information objects relevant to its user group.
iColl aborative tagging describesa-the process b
ta in the form of keywords to shared content. 0o

Acentralelereant of s o cdodaltaggifdar ilmmg oirsded t o be abl e
successfully retrieve their stored or referenced information objects, users of
soci al sharinagdpl Byf asm$ gnsrg 6keywords to d
photos, videos, or bookmarks, usergasize their information collection for
future use. By sharing it with other users they not only categorize- info
mation for themselves, but they can also browse the information categorized
by others. This enables them to access content which they mighawet
found by themselves and to discover new ways of classifying it. As a result,
the concepts of social sharing and social tagging are considered a new form
of usergenerated information retrieval.

The most popular social sharing applications differéspect to the type
of content they contain. On the one hand, there are the social bookmarking
services such adelicious Citeulike Connotea or StumbleuponThese p-
plications are at the heart of the described notion of classifying references to
websitedn regards to their relevance to specific tags or topics. Subsequently,
there are social sharing platforms that are mainly considered withxthe e
change of photos. Photo sharing services sudHiele, Picasa or Snapfish
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enable its users to publish theictures online, enabling the users to share
them with others or access them from any other computer. Social tagging
plays an important role here, since it allows the intellectual classification of
photo content based on the tags assigned to the respitetivby the various
users. Another popular category of social sharing is video flesTubeas
most prominent example of this type of service today has become one of the
most visited websites in the woldTherein, users may upload, share and
view videos. In the early days of this service almost the entire content was
uploaded by individual amateurs, while today large media corporations are
using this digital channel for the distribution of professionally created video
content. Still, the idea of endidy every Internet user to publish and distri
ute their own video content is at the heart of social sharing applications.
Many individuals have taken this opportunity to create tutorials, share their
experience, or promote their talent on such sites¥@dube MyVideo,
Vimeq or ScienceStagd-inally, there is a variety of social document sharing
applications. These services aim at the exchange of text documents of prese
tations. The saocial sharing platforglidesharefor example allows users to
upload slile presentations and was originally meant to be used for companies
to share slides among employees more easily. This service, however, has
gained a lot of attention in the academic field and even private users with
special interests. In addition to uploagliand tagging these informatiob-o
jects, social document sharing services suctMgBlick, Scribd Yudu or
GoogleDocsalso offer users to comment, rate, or even collaboratively create
or alter documents. The main characteristics of social sharing sescites
the wide variety of content types and applications, however, can beasumm
rized as follows:
Social sharing services enable users to

1 multi-directionally share and publish information objects with a public or

selected audience,
1 manage and claggiinformation collections for individual as well asl€o

lective use by assigning (social) tags and
1 identify relevant information objects based on their use and clatisific

of other users.

16 Alexa (2010) reportsYouTubeto be the 3rd most visited website in the worldr-Fu
thermore, data from theomScore Video Metrigervice showed that 135.3 miltio
viewers watched 12.9 billion videos &fouTube.conin March 2010 (cf. comScore
2010).
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These social software applications may primarily be assigmedet n-
formation function of the scheme developedHRigure 3. Within all of the
above described types of social sharing services, however, a strongirelatio
ship and collaboration component may be identified. €kjsecially applies
for document sharing applications, which have a strong collaborative- fun
tion and are strongly connected with the following type of social software.
Wikis
According to the scwksdbmec adnevied opedsiecaerdadrt h
fourth type of social software applications. They are, however, rather a state
of mind than a certain piece of software. The most prominent example of a
wiki is the online encyclopedia call&fikipedia This free, wekbased, cb
laborative, multilingual encyclopé@dproject has grown to be one of the most
visited sites on the World Wide W€kand has promoted the wiki concept
most significantly. The idea behind a wiki is that of iestrictive, collective
production and adaptation of content. A wiki accordinglaisvebbased
document collaboration platform that allows users to add, remove ard othe
wise edit content. The keys to changing the content of a page afgresent
6 e daintdd ébatns,eadrery simple tagging language as well asia rev
sion history pag . AThe fundament al i demberbehi nd a wi ki
of users read and edit the content, potentially enriching it and correcsag mi
t akes o -\(indantVekerl: 37). This is meant to allow all mbers of
a community to contribute their expedit a certain article or project and to
guarantee that setfrganizing quality reviews occur. In the exampléik-
ipedig the idea is most comprehensible, since an encyclopedia requires a
wide breadth of expertise and a high level of content qualityorieg to
the Wikimedia Foundation, the online encyclopedia founded in 2001 counted
over 16 million articles from over 1.2 million contributbtén 240 active
language editions in August 2010 (cf. Wikimedia 2010). Not only does the
sheer size of this praje reveal the importance of the wiki concept for t
dayds information environment. Studi es have
esecially the topicality of théwikipediahas improved over time and comes
close to those encyclopedias created in professiandines with explicit
guality review mechanisms (cf. Hammwohner et al. 2007).

17 As it is ranked’th among the most visited websites in iexastatstic (Alexa 2010).
18 Contributors are thos&/ikipedianswvho edited at least 10 times since thefved.
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Even though théVikipediais the most popular implementation of the
wiki idea, a collaborative encyclopedia is only one example of wikis. Wiki
sites may be used in a variety aher cases, as for example in project ma
nagement, creating a knowledge base, constructing a learning emaran
writing a technical documentation, or collecting and classifying images. E
anples for these application areas @&Bwiki, Wikianswers Wikiversity,

Twiki, or OpenStreetMapin these situations not always the breadth of the
desired content but also the depth or distribution of knowledge and roles
among community members are the trigger for such a wiki implementation.
The communities requiretd contribute to a wiki project do not always have

to be public audiences. In many cases wikis may be implemented in private
or professional groups that are connected within an intranet or in restricted
areas of wiki hosting services. Accordingly, vaestof wiki hosting services
(e.g.,Wikispacepsas well as software packages for custom installations (e.g.,
MediaWikior Confluencg exist today. All the different realizations, howe

er, share the very basic idea of the social wiki concept described above.

Like in no other type of social software, wikis require a collaboratite cu
ture of participating individuals. Therein the aspect of building a social ne
work with the other users is less relevant. It is rather important for all
contributors to understarttiat each user brings his experience to the table
and invests a lot of work in order to create the collective content. The created
content contains a variety of personal experiences and opinions (c§- Eber
bach et al. 2008: 42). In contrast to ordinary kismlge management sy
tems, wikis solve the problem of a linearization of knowledge. In this type of
asynchronous, computerediated interaction a communication process b
tween the authors and the reader takes place. The developing information
space can thefore reveal emerging features and has a social character due to
the user interaction with the content. Thus, a social information space arises
through collaborative, virtual interaction (cf. Miller 2008: 351), whichhhig
lights the focus on the collaboraiti function of this type of social software.

2.1.3 Areas of related research orsocial software

The rising phenomenon of the participative web with all the aspects fand di
ferent types of applications described above has drawn a lot of attention via
public percetion. Apart from coverage in traditional and new media, social
software has been subject to academic research in various disciphinss.
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2 provides a nosexhaustive overview of the different research activities,

developed concepts and exemplary authors of research on sotiéhreoin
the different disciplines.

Table2;

Overview of related research areas on social software-ghdraustive)

Discipline

Subject

Authors

Education

Econanics/
Business
Studies

Psychdogy/
Socidogy

Library and
Information
Science

Computer
Science

life-long learning,
competence deveabe
ment, connectivism,
computersupported
cooperative learning,
self-directed learning

knowledge managy
ment, expertise la:
tion, crowdsouting,
collaboration, organ
zation managment

virtual identity, piva-
cy, sociality, societal
and demographiced
velopments, socio
technical phenomena

information liteacy,
folksonomies, tagging
social web usability,
collaborative learning
opinion miing

data mining, opiion
mining, social networl
analysis, social &

ommender systems

i.a.: Siemens (2004, 2006); Tully (2004);
Downes (2005); Attwell (2006); Dalsgaar
(2006); Owen et al2006); Ehlers (2006);
Koper/Specht (2006 Erpenbeck/Sauter
(2007); Klamma et al. (2007); Seufert/
Brahm (2007); Marenzi et al. (2008);
Véljataga/Fiedler (2008);

i.a.: McAfee (2006); Smolnik/Riemp
(2006); Grossman/McCarthy (2007);
Griesbaum (2007), Grob/Vossen (2007);
Summefield (2007); Reinmann/Eppler
(2007); Mullner (2008); Maf3un (2009);
Bohringer/ Richter (2009); Riemer/Richte
(2010); Ehlich et al.(2010)

i.a.: Ellison et al(2006; 2007); Hargittai
(2007); Lenhart/Madden (2007); Strater/
Lipford (2008); Boyd/Ellison (2007); Boyc
(2008); Palfrg/Gasser (2008); Weinbger
(2008); Rowe (2010)

i.a.: Girgensohn/Lee (2002); Hapke (200
Schmidt (2007; 2008); Mislke (2007); de
Rosa (2007); Das et al. (2008); Goo/Foh
(2008); Heckner/Wolff (2008); Soboroff €
al. (2008); Muhlbacher (2009); Warr
(2008); Peters (2009); Kepp/Schorr (200
Zhao/Rosson (2009); Griesbaum/Kepp
(2010); Hellmann et a{2010); Morris et al
(2008; 2010); Gpir
(2010)

i.a.: Hu/Liu (2004); Chen (2009); Doniec
al. (2009); Berendt et al. (2010); Tseng
(2007); Schulz et a(2010) Russel (2011)
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Since the web 2.0 and social software have become a technological and
societal phenomenon of widespread significance to many aspects ofeeur ev
ryday life, almost every scientific discipline has dedicated its efforts to better
understandig the impact of these developments in this perspective.dFhe f
cus of this section, however, shall be to give a shonvieme of the areas of
research on social software related to the interest and setting of this thesis. A
more detailed review of the ceideration of social software in INSW-r
search will be presented in sectibid

First and foremost, the development of new web services and typps of a
plications is driven by economic interest. Researchers oomomics and
business studies continue to analyze the impact of social software @a oper
tional processes, business models, as well as aspects of organizational know
ledge management. With its collaborative paradigm, social software has been
associated wh bottomup management concepts in a variety ofihess
domains. The research most relevant to this study, however, mainly focuses
the way social software may support the identification of experts and support
collaboration in informal networks in an orgaation. Furthermore, studies
on personal information management in the workplace and tie s of
social tagging and crowdsourcing have been undertaken. As the lines be
tween knowledge management and workplace learning are blurring (cf. Bohl/
Gortz 2M9), the areas of economics and business studies have a strong lin
kage to educational research.

Educationalists and educational researchers have produced a variety of
publications on social software and its impact on learning theory, design and
delivery. Approaches on how to use social software in the field of computer
supported cooperative learning have been developed. As a result, existing
solutions of formal learning have been reconsidered and a shift towards i
formal learning, seilflirect learning andnost importantly the notion of oo
petence development may be observed. With the development of the learning
theory ofconnectivisn{cf. Siemens 2004) this shift has also been doctimen
ed on a theoretical level. By including technology and connecti&kingnas
learning activities, this theory begins to move learning theories into a digital
age. Its main observation is that individuals derive their competence from
forming connections and learn based on experiencing the diversityref opi
i ons wit hi nk(Ibai &Sdcls consideratioos draw the cortioan
back to research in the workplace environment as mentioned earlier.

Whether in an organizational context or not, social software has a strong
impact on how people connect and interact with each othehelpast ten
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years, academics in psychology and sociology have conducted countless
studies addressing arising questions regarding virtual relationship building,
deindividuation effects, virtual identity and the concept of social capital and
trust in onlinenetworks. Additionally, societal and demographic depelo
ments in accordance with social software usage and adaption have loeen stu
ied (see also sectidnl). These findings are relevant for the design of socio
techical systems and a deeper understanding of individual as well as group
behavior. Accordingly, this research perspective is highly interconnected
with the other disciplines mentioned above, since its results provide a solid
basis for each of the considaoais regarding social software in the Wor
place environment. Basically, it can be said that all research on sodtal sof
ware is of an interdisciplinary nature; regarding its perspective as well as
applied methods. This is best illustrated by the researiviti@s in infor-
mation science.

While information science has always considered itself to be interdliscipl
nary (cf. Borko 1968), social software, as object of investigation, has even
amplified this principle of scientific research. In both the systelented as
well as cognitive perspective a wide field of research focusing on or touching
the above described phenomena of social software has been developed in the
past ten years. Fundamentally,int he understan
formation literacy 2.@°), information brokering and information retrieval
had to be reviewed. From a systeniented perspective, new ways to inco
porate usegenerated and highly dynamic information objects in information
retrieval have been investigated. As the conadptocial tagging and the
resulting folksonomies represent a type of intelligent selection and indexing
of corpora, information science needs to concentrate its attention onehe int
gration of these phenomena in existing web information retrieval apg®ach
From a cognitive perspective, the participative web brought about a variety
of issues regarding usability and graphical user interface design. Designing
interfaces for enjoyment and social interaction varies significantly fram fo
mer approaches, whickere characterized by measures such as effectiveness
and efficiency. The resulting considerations have opened a wide fiedd of r

19Gpi ranec and Zorica (2010) discussed this term (i
to describe that the new meaning and understanding of the central conceptions in i
formation literacy are shifting the focus of classical information literacy tew kind
o finfoémation literacy 2.0 .
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search regarding conception, design and evaluation of social softwate deve
opment.
In addition, there are also first initiatwveo include social software into
the field of IS&R research. The basic consideration therein is that ttre info
mation seeking behavior of cognitive actors is enhanced by a social-dime
sion of interaction due to the emerging ugenerated content and growi
participative component of Internet services. Here, a distinction has been
made between o6directdé and Oindirect SOCIi
2009) . 6Di rect soci al interacteond6 is a <c
havior, which has always beeconsidered in existing information seeking
models as a form of communication and exchange in between cogmitive a
tors. The rise of social software applications, however, has changed the
met hod of interaction. Thereépaeti ohm@& con
(cf. Goh/Foo 2008) relates to the artifacts of information resulting from direct
interaction between users. Based on-ggaterated content such as texts, tags
and relationships between users or bookmarks for examplelusmns can
bedrawnas o how to design O6sosceém$Sdchnf or mati or
considerations and studies primarily aim at optimizing web search engines
based on collaborative elements of social softfanenich is associated with
HCI and IR research. In this contextyariety of initiatives have emerged
that address the impact of the participative v@&shoroff et al(2008) argued
for the introduction the ACM workshop on search in social media with the
following statement:
iThe purpose of t hi ahervacadekiE Anol jpdustrg-r t o br i ng t
searchers in information retrieval and social media to consider the following
guestions: How should we search in social media? What are the needs of users,
and models of those needs, specific to social media search? Whas madte!
the most sense? How does search interact with existing uses of social media?
What works and what does not?0 (Ilbid.)
Among others in this workshop, Das et al. (2008) presented findings on how
to utilize the above mentioned artifacts ofcsa | | drelct sécialnindere-

20T he f i ellaldortiveifforndation retrievélo rcollaborative information sée
ingbare dedicated to this research interest. Therein, acttelénformation need of a
group of actors is assumed and theteraction in the course of a search session is
considered (cf. Baezdates & Pino 1997).

21 As for example Morris et al. (2008) in their studies on optimization of cokilser
web search by personalization.
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tiond to rank items in the neighborhood of
online social networking emerges, there has been increased interest to utilize

the underlying social structure as well as the available social iatiomto

impr ove searcho (lbid.: 67). This reveals how
the design of information retrieval systems and thus is part ofiatyanf

studies in this field of resear®hWhile this is part of the systeoriented

perspective of IR resedrcthere are also first approaches to analyzing social

software in INSU research (see sectiof).

Finally, there is a very active stream of research at the interface of info
mation science and computer scienBy employing data mining techniques,
researchers in this field aim at gathering a better understanding of how to
make sense from the tremendous amount of valuable social data agd reco
nize patterns, trends, or additional information. Since this cloétéerature
has a strong focus on algorithms and technologies without paying cteser a
tention to the context of use and aspects of informational value and
knowledge, it shall not be of central interest to this dissertation.

This thesis aims to add to geemost current research activities. The e
emplary presentation of related research on social software may not give an
overview of all activities in this field. It shall rather highlight the relevance of
this subject matter and help better understand relsexctivities adjacent to
this doctoral dissertation. The core difference between the majority of these
research areas and the present study is that the former focus mainly on the
aspects of interpersonal collaboration processes of social software- As e
plained in sectiorl.1, however, the scope of this thesis is the cognitive pe
spective on the individual use (perception) of social software as source of
information, more specifically its role for the informatiorekmg process of
young professionals in the workplace environment.

22 In addition to the fields of research meri n e d e ar | soeial seardbh € £e gare 0
Evans/ Chsdociab@s008 )(,e .6g . , Shah et al . 2009) , and other
with the research perspective, the scope, and level of detail of this doctoraladissert
tion but shall be considered as tethareas of research.
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22 The notion of a O6net generatic

As indicated above, the rise of social software applications has beentassocia

ed with younger age groups in many aspects. Many of the popular social

sdtware applications and concepts have predominantly been picked up by

adolescents and largely male users with a high affinity of Internet technol

gies. Some studies found-1é 29yearolds to be represented above average

in the group of web 2.0 users (&erhards et al. 2008). Many others have

further analyzed the media and web usage of young adults as pioneers of

social software and usgenerated content (see sectibB.?. Together with

this observation, everal authors have associated certain characteristics and

behavior with the group of people born after 1980 (cf. Palfrey/Gasser 2008;

Schooley 2005; Tapscott 1998), 1977 (cf. Jones/Fox 2009) or simply with

those born around the time the PC was introd@adinger/Oblinger 2005;

Prensky 2001) . The common them& of these

cents grow up in a technologlyiven environment, where trust in technical

feasibility is omnipresent. The everyday life of the youth (e.g., dates,imobil

ty, hdbbies and information gathering) is constituted by technical references

(cf. Tully 2004: 14 f . ) . The i mpact digital technol o

society is considered to be radically different from previous inventions.

While older members of society Vewitnessed this change, the aboveime

tioned group of individuals has never experienced life without digital-tec

nol ogy. Prensky ( 2ddianativei sftrionng upi esohpelse twhheos

need to adapt from their previous to this new environment, cétlligital

immigrant® . He describes this observation as f
fiTodayds st udent s indiemmenallyfrom thos¢ aof theé pasthanged
[ €] . A discantinuityh &@s gt aken pl ace. One might even
| a r i an gvént which changesings so fundamentally that there is absslut
ly no going back. Thissoal | ed #Asingularityo-is the arri
mination of digital technology in the last decades of the 2Qtheer y . ¢ (1 bi d. : 1)

The characteristic behavior associated with gincgip of people is oft¢éimes

exemplary shown by means of the use of social software. As this group is

considered to be the first to be O0bathed

cal | ed pehgeneratmd (@c 6. Tapscott 1998; He b e c k

variety of studies and in popular media this terminology has been picked up

and a wide set of common assumptions about this new demographic cohort

developed. For the interest of this study, it is essential to understand these

stereotypes and hypothesesived from these.
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221 Common assumpi oms ofmmd gr ant so
about o6digital nativesb©d

FollowingPrensk§ s (1 2001) terminology in his differe
individuals that naturally interact with digital technology in a mannerrinhe
ent in their comman behavioral patterns and those that need to adapt and
learn new behavior, this section presents the common assumptions expressed
in a variety of popular publications by the latter. As indicated above, this
external perspective describes the interactibmdblescents and emerging
technologies with a certain amazement or even admiration. Many times the
characteristics associated with members ofriiegeneratiordo not solely
refer to the way they interact with technology. This can be seen especially in
businesgelated studies which sketch an image of a part of the workforce
with a whole new set of attitudes and capabilities. In this context, the-mill
nials are often described as tearfented, collaborative and confident (cf.
Howe/Strauss 2000). Inthearr t i cl e fAMeet the Net Generation
(2006) even identified eight O6millennial nor
of empl oyees from other members of an orgal
proclaim that in regards to freedom, customization, scrzdiin, integrity,
collaboration, entertainment, speed and innovatibigital nativesshare a
new set of beliefs and attitudes. While it is not conducive to go further into
the idea of attitudinal commonalities difjital natives the assumptions about
differences in the interaction with technology and usage of information
sources compared ttigital immigrantsdeserve a closer look in the light of
the research interest of this thesis.
Palfrey and Gasser (2008) described their assumptions about adolescents
and their way to study, work, write and interact with each other as follows:

AThey read bl ogs rather than newspapers. They
fore they meet in person. They probably donodt

looks like, much less kae o n e ; and if they do, theydve prob
They get their music onling often for free, illegallyi rather than buying it in

record stores. Theyore ssaga(dM)thantopidky t o send an

up the telephone to arrange a daterlan the afternoon. They adopt and pal

around with virtual Neopets onlinhne instead of

nected to one another by a common culture. Major aspects of their boesal
interactions, friendships, civic activitiésare mediatedby digital technologies.
And theydédve never known any other way of 1ifebo



58 2 Social softwaren the workpla@e of young professials

This description expresses the comparative perspegigigal immigrants
naturally start from. They refer to the technologies and media that constituted
their living envronment when growing up and identify how young aslole
cents are not aware of these anymore. In regards to learning, seeking and
using information,digital nativesare believed to prefer turning to digital
resources rather than traditional information sosirde addition, it is -
claimed that they have the competencies to assemble digital resouees ind
pendently and construct their own inform
sources enable experiential learningsomething in tune with Net Gen
preferences. Rher than being told, Net Geners would rather construct their
own learning, assembling information, tools, and frameworks from a variety
of sourceso (Oblinger/ Oblinger 2005: 212)
Palfrey and Gasser (2008) who said thattéday young adol escent s
Al é] are joined by a set of common practi ce
they spend using digital technologies, their tendency to multitask, theimtende
cy to express themselves and relate to one another in ways mediated by digital
technologies, and their pattern of using the technologies to access amd use i
formation and create new knowledge and art f
Following these assumptions about thgital nativesand the way they seek
and use information in digital resourcespecially the Internet, trigital
immigrantsdiscuss how to react to these developments. As described-in se
tion 1.1 this applies primarily to the transformation of the workplacei-env
ronment. The following stament is an example of one of the conclusions
that results from the discourse described above:
iThere are two p denseintickwepestrdy whathsegfeat r e u s
about the Internet and about how young people use it, and one in which we
makesmrt choices and head toward a bright fut
Before commenting further on such conclusions, the following section will
provide a more sound understanding of the way digital technology is used
today, especially in the everydafelof young adults.

2.2.2 Statistics onsocial webusage of young adolescents

In the past five years, a variety of studies have been conducted to better u
derstand the media and web usage of young adults with a particular focus on
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the role of social softward’he wellk n own 6 ARD/ ZDFinenl i ne studyb®
cluded the potential of the web 2.0 in 2006 for the first time. In their first

evaluation of social web usage the authors of this study found that a quarter

of all German Internet users above 14 years of age werested in web 2.0

services. While this number revealed that users were then still quite reserved

regarding the active online participation on such platforms, the group of

14119 year olds was already represented with 37%. Thus, the very early

adopers were those young adolescents, which were characterized in the

study as o6young hyperactivesd that use the
way. However, the main use of such web servicegikipedia Flickr, or

blogs was passive. Those participants thatusadl these sites before replied

that they had done so primarily to seek information (&\fkipedia92% /

blogs 64%) and not to actively publish content (cf. Fisch/Gscheidle 2006:

435ff.).

Table3:
Occasional and regular web 2uage of 1419 year olds in Genany
occasional use (%) frequent use (%)
(at least somtimes) (at least weekly)
2007 | 2008 | 2009 | 2007 | 2008 | 2009
Wikipedia 82 91 94 50 50 48
video portals (e.gYouTubg 69 90 93 49 60 79
private networks and commities| 40 68 81 24 54* 69*
photo communities 26 38 42 10 15 18
st I I L IV I
weblogs 18 9 12 9 3 4
social bookmarking 3 5 9 0 1 4
virtual worlds / online games 7 11 - 4 4 -
overall basis = all online users > 14 year Germany (2007: n = 1142; 2008: n = 1186; 2
n=1212
here: selt)acted sample ofil® year olds (2007: n = 138; 2008: n = 141; 2009: n = 139)
* users with own profile

(translation of Busemann/Gscheidle 2009: 361)

23 ARD andZDF are the two major public broadcasting stations in Germany and publish
this widely received study on the usage of online media yearly.
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Thus, the conclusion of this firevaluation of the use of the social web by
the German Internet popul ation was that t
its infancy but found the grou@ of Oyoung
cusing on the group of young adolescents, the study gesieals over the
following years how web 2.0 usage has evolved. The overall usage of the
above mentioned services has increased significantly between 2007 and 2009
(seetable 3) and provides further proof fdhe above described assumption
that the phenomena of the social web are imminently connected to a new
generation of Internet users. Especially the usad¥ikipediag social sheng
platforms, online social networks and online photo communities hasegkach
a high degree of popularity with almost every Internet user below 19 years of
age.

These statistics show also that not all types of social web services have
received an increasing amount of attention. The usage of video portals,
online social networkand wikibased online encyclopedias has continuously
increased over the years, while more specialized services such as pmefessio
al online communities, weblogs and social bookmarking seem to fall short of
expectations (cf. ibid.: 358). Among the populathwa0 sites howeverse
pecially social networking services are used very frequently amonggteena
ers. 74% of them are members of at least one private online social network of
which 43% log in on a daily basis (cf. ibid.: 359).

Compared to the other age gps of the study, the ARD/ZDF study
comes to the conclusion that the younger the Internet user the higher the d
gree of usage and active participation in the social web. Even in 2009, ho
ever, the main reason people turn to these web services is beausedhk
information and passively consume the webéitesc o n t figuretd). ( s e e
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basis = online users > 14 years in Germany (2009: n=1212)
sample = online users that have visited Wikipedia (n=793), weblogs (n=99),
photo communities (n=306) or video portals (n=628) before.

Figure4 Active and passive use of web 2.0 services
(translation of Busemann/Gscheidle 2009: 362)

94% of the users of thé/ikipedia 89% ofYouTube 62% of photo shra
ing platforms and 45% of weblogs users responded that they visited these
sites in order to seek information. The common association that sodtal sof
ware applications change the faceld# tnternet by adding the dimension of
user participation and content generation (see se2tiyndefinitely is not
false but appears in a different light when considering the usage behavior
presented in this Germasurvey on media usage. This becomes even more
evident when considering the classification of web 2.0 that resulted from a
study conducted by Gerhards et al. in 2008. They confirm the abave me
tioned usage statistics dgekadrendi aydngea | ar
tertainment seekersd amondguthe popul ation of
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Degree of activity of used applications

Communicators

Special Interest

Networker

Profiler

Producers

Exposers

Entertainment o ]
Seekers 34%
Info 9 ]
Seekers 31%
. Active, participating user
D Passive, participating user n = 501 users of Web 2.0 applications

Figure5 Classification of web 2.0 users (adapted from Gerhards et al. 2008: 147)

They characterize the former as group of users that primarily consumes
social web content and does neither visit these sites for communicative nor
creative purposes. The only way contribution occurs is by asking questions or
sporadic comments. It is claimedtha 6 i nf o seekersd basicall
services just like the web 1.0. Still, a crucial motive for turning to such sites
as sources of information is that they offer rather authentic and diverse user
generated content that may be more targeted and resuoitdollaborative
processes (cf. ibid.: 145). This observation was also confirmed by a study on
Internet activities of young Europeans. Lusoli and Miltgen (2009) grouped
the respondents of their survey into 3 clusters based on the Internet activities
they prefer and found that 4 activities make the difference between the clu
ters. The first cluster (48%) equals the above described phenomernon of |
ternet users who
Al é] only do ol d Taestcord Iclasters(i8&chrepresents er net .
people who use bihe social possibilities of the Internet such aspkaga blog
and participating in online discussion forums and chats. The third cluster (34%)
represents [...] Internet users who also use social networking sites and sites to
share pictuflmds33and videos. 0
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These observations are consistent with other studies across Europe and
North America. First of all, it can be summarized that the degree of social
web usage across the entire Internet population is highest among yaung ad
lescents. This specifally applies to social networking services as well as
social shang sites. Even though th&/ikipediaappears as the most popular
example of the social web, wikis in general cannot be considered frequently
used, esgially in regards to active participati. This leads to the second
central firding of the above presented statistics. Even though the web 2.0 can
be considered a participative web, where the websites serve as platform for
user generated content and interaction (see se2tinthe gap between
active and passive use of these services needs to be acknowledged. These
two main observations represent an essential foundation for the research i
terest of this thesis. Regarding the use of social softwaresimvtinkplace,
the before metioned ASTD study comes to the conclusion that

A é] the sheer amount of wusage tends to differ
Millennial generation use social media at work to a greater extent tham me
bers of Generation X, who imtn use it more than Baby Boomers. Millennials
also spend more time interacting with social media each day than the aider ge
erations. About one third of Baby Boomers said they used social media for
work from 30 minutes to more than an hour each day, wWi&ilpercent of Mi
lennials said the same. These tools are used at work most often to find resources
more easily and to improve knowledge sharing and communication. People are
less likely to report using them to solve problems more efficiently or to irereas
participation in learning.o (ASTD 2010: 362)
This is where we have come full circle back to the introductory comsider
tions of sectiorl.1 and the notion of generatiepecific behavior in thent
teraction with digtal technology.

2.2.3 Limitations of the generational concept
andthesanpl e group of o6young professional

I n regards to the notion of a dédnet generatio
order to define the further use of terminology in this thesis. Accoriding

Schulmeister (2009) there is reasonable concern against such generational

concepts as Omillenial séb, Onet generationd,
gather further empirical data before drawing scientific conclusions on the

general media usage diildren and teenagers. This reservation is caused by

the use of the notion of a generation on the one hand and the ambiguous e
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pirical value of the media and web usage statistics of young adults presented
above on the other.
Across scientific disciplinesna cultural backgrounds various approaches

have been developed in order to classify certain groups within society. It is
the common understanding that|[ &d&] generatio
the average interval of time between the birth of parentstenditth of their
o f f s pdf. iStragsé/Howe 1991Notably a generation is charatited by
collective memories, participation at common destinies and bgingha
common set of values or traffsThese characteristics disclose the influence
of cultural backgrounds on the segmentation of a society, since such-colle
tive traits, for example, vary from culture to cultuSzhooley (2005) su-
marized the main U8entered understanding of the demographic structure of
todaybdés society as foll ows:

i Today @osce hao fouk generatioristhe Veterans (born between 1922

and 1945), the Baby Boomers (born between 1946 and 1964), Generation X

(born between 1965 and 1980), and the Millennials, also called Generation Y

(born between 1980 and 2000)nd they each coento work with their own

mi n d ¢ll&dt: 5)0
Compared to the German perspective, it is obvious that such clat&sific
as O6the Veteransd or O6Baby Boomersdé woul d
culture of the Ger man s okindeggengat | @n drer term
668erd, O0Generation Gdldbninateddhe soéiGener at i on
tal German discourse. They are based on culturally innate and collectively
perceived traits and events.

Even within the American scientific discourse, however, dBromira-

tion of these cohorts varies. Tapscott (1998), for example, called theagener
tion of students born after 1980 6net g e
picked this term up. Regardless of the interculturally diverse classification of
generations,it an be observed, t hat the term O6net

24 The scientific discourse regarding generational studies is an integral partaldgpci
Therein Karl Mannheim (1928/29) developed the here mentioned classification of
charateristics.

25These generations refer to the <chialdren growin
tiond), the members of the paci {i668eirdi)l mdhee me
cohort of people born between 1965 and 1975 coined by hedonism, pop culture, and
brand awar enessidgsdoefBenteto thde iolasswageh dblf), and the
negative economic development confronting young professionals with enaliess i
ships in the 1990s (6Generation Praktikumd).
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domi nating the discussion of demographic cha
may be caused by one central aspect: the growing interconnectivity- of cu

tures and the emergence of a global comiguidince many of the events,

destinies, artifacts and characteristic values are collectively experienced or

developed within the realm of the Internet, geographical and political barriers

lose their influence. As such, tinet generatioroften is considexd a global

phenomenon. Computenediated communication, online social networks

and access to usgenerated content on the Internet are said to be inherent in

this group of todayobds society. I n the Amer.
seems to be a commamderstanding that this indeed constitutes a neaw ge

eration; regardless of which im is called 6n
eration YO. I n t he Ger man di scussi on, t her e

observance of a new degree of media exposure. Hawthere is disagee
ment whether indeed solely the access to new media is argument enough to
call it a new generation or whether this even allows conclusions about cogn
tive processing, social behavior, or a common set of values as claimed by
Prensky (200) or Oblinger and Oblinger (2005). Sackmann and Weymann
(1994) already observed that young cohorts tend to adapt to new technologies
and develop the required competencies first. They also came to the-concl
sion that the correlation between age and teahriompetency decreases
with the aging of innovations themselves (cf. ibid.: 64).

In the context of learning theory this discussion is also of significaat rel
vance. Does such a possiblket generationndeed show a particular learning
behavior?Seufert (07) commented on the hitherto existing research and

public opinion: ADie Argumentation, dass ne.
veranderten Mediennutzung ein Potenzial fir das Lernen darstellen, stiitzt
sich dabei jedoch vor &/bide®.Aacof Einzel beoba

dingly, Schulmeister (2009) called for a scientific discussion and empirical
assessment and questions the existenceef generatiorflbid.: 3).
This doctoral dissertation aims to add a scientific voice to this discussion.
However, in cotrast to the perspective of the above mentioned sociologists
or educationalists, the discussion whether such a generation indeed exists
shall not be of centr al val ue. The term One
omitted in order to account for the discussidescribed above. Instead, the
sample group of t hi s yosngpaleygsiomlbal MThbe cl assi fi

26 The argument that new competencies are gained thr
bring out a new potential for |l earning is mainly b
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concept generally refers to a young person of a high level of education that
has recently started his professional career. Since it avoids ttentpos
generational notion of Tapscott (1998) and others, researghumy profe-
sionalsdoes not discuss about certain birth cohorts. Subjects of this study are
considered to be junior employees less than 32 years of age, entering the
workforce on theentry levels without or with little previous job experience.

As the above mentioned statistics and common assumptions about this group
of people have shown, there are good reasons for presuming a stronger affin
ty to modern web phenomena of social intémgtcommunication and &o
laboration. Therefore, the idea of common behavioral patterns of young
professionals is an important input to the research interest of this study.
While other scientific fields, however, incorporate a comparative, intergene
ationd perspective, this study analyzes the usage patterns in information
seeking within this group of interest. Even though it is not the aim of this
study to directly address the questions of the here described scierstific di
course, it can consequently beandst ood as a reply to Schul
for further empirical data on the behavioral patterns of young adults in their
interaction with a new form of software applications. Of course, a workforce
always is a mixture of generations with some more and sssadechnolag

cally literate employees. But since attrition of the existing workforce and
recruiting of new employees is an important driver for change in the industry
of management consulting, the sample group of young professionals is of
central interet of this study.

2.3  Social software in the workplace

Not only the above described sample group is specific to this thesis, also the
perspective on social software in the workplace environment is a central
characteristic of its research interest. Sincd wervices such aBlogger,
Facebook YouTubeand Wikipedia populate the first ranks of web usage,
they have received a lot of attention in traditional media, society and even
politics. The emergence of the above described type of software and concepts
of cdlaboration and content sharing has naturally not remained unnoticed by
corporate organizations and presents them with several challenges. For them
it means that they have to develop new strategies on how to communicate
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and nurture their brand image, niton possible issues and customemeo
plaints, sell or even develop new products and even hire employees by e
gaging in the social we b . Furthermore, today
nefit from these new trends of collaboration, networking, informatiorirgha
and communication with regards to internal processes of knowledge ma
agement, learning and team productivity. This might mean to open th® corp
rate information environment to public services of the social web or even
copy the concepts of these sitegl a&reate internal social software apalic
tions. While many organizations are highly skeptical about the former, the
latter has been approached by numefomminly largesizedi corpostions.
Still, a lack of practical as well as scientific understandiag createchr
security whether the use of social software in the workplace should-be e
couraged. Amongst others, reports such as the following have fueled these
di scussions: The Al T services group Morse co¢
1,460 office workersand came to the conclusion that use of Twitter and
other social networking sites is costing UK firms £1.38 billion (approxémat
ly 2.25 billion dollars) every yearo (Schroe
employees spend 40 minutes every week, on agexay social navorking
sites. Based on the assumption that these minutes may nongideced
work-related, social media is considered to cost the organifatimodic-
tivity. As an example of these technolemyerse voices, th#lorse study
thus questiosithe economic value of social software in the workplace.
In addition, social web services are often considered to allow for possible
security breaches. Employees might not be fully aware of existing means to
protect their data privacy and share configgntorporate information with
untrustworthy contacts or communities. Thus, German DAX companies, e.g.,
CommerzbankHeidelbergCementPorscheand Volkswagen have beene-
ported to block social media from the workplace to a large degree (Spiegel
Online 20D). In order to avoid a loss of productivity and protect confidential
information and data security (against malware), their employees are not
allowed to access the social web from their corporate PCs. This discussion is
also highly prevalent in the USyher e A[ é] only 10% of the 1,
interviewed [in a study commissioned by Robert Half Technology] said that
their companies allow employees full access to social networks during work
hourso (Gaudin 2009) . This ylockadot t o say t he
by corporate firewalls, however these discussions have led to a higher awar
ness of possible confidentiality and security issues. As a result, varous o
ganizations have started to create internal social media guidelines. Em
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ployees are given prise rules on how to deal with the private and [wofe
sional use of social web services. The U.S. Department of State Foffeign A
fairs (2010), for example, has issued a manual on informatioageaent,
defining the personal and official use of social madiadetail. It explicitly
supports the use of social software in the workplace:

ifAs a gener al matter, the Department encour

media consistent with current laws, policies and guidance that govem info

mation and informatiortechnology. Department organizations will notiarb

trail y ban access to or the use of soci al me d i
This is an example of the rather technoldggndly perspective wherer-o
ganizations see a benefit in offering their employees access to social web
services, provided that they observe such corporate guidelines. In the course
of this doctoral dissertation the briefly touched management concerns and
challenges for the use of social software in the workplace shall be analyzed
closely in order to proviela basis for assessing the results of this study for a
certain context and their pragmatic value and possible limitations.

First of all, however, an overview of statistics on the use of social media

at work will be given in the following. Then, the tramsbf the phenomena
and benefits associated with this type of media from the social web - corp
rate intranets will be elaborated. And finally, the perspective on soctal sof
ware is focused on its usgenerated content as a possible source -of in
formation These aspects are presented in order to convey the primaiy con
derations regarding the use of social software in the workplace.

2.3.1 Use ofsocial mediaat work

The emergence of social software applications has given rise to the initial
studies on theiusage in the workplace environment. One example is the
6Social Media and Generations nBgurveyo by |
& Development (ASTD) and the Institute for Corporate Productivity (i4cp)
conducted in 2010. This survey collected answers fB#80 employees
across different organizations regarding their use of social media &nd att
tudes towards this type of software in their workplace environment. This data
was combined with a market performance index which is based on self
reported performarcin the areas of revenue, market share and profitability
of the respective employers (cf. ASTD 2010: 9). The overall perspective of
this study was to examine how organizations are usingshodldbe using
these technologies to achieve maximum benefithiléMthe level of orga
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nizational performance is not of central interest to this thesis, the results of
this study provide preliminary insights into the use of social media at work in
general.

According to this largecale, NorthFAmerican survey, the mosbmmon
reasons why people use social media on the job are to find resources more
easily and to improve knowledge sharing (as showfigiire 6) This opens
up a whole new perspective on a web phenomenon, vidiclostly congi-
ered to serve as entertainment and leisure. With 38% and 35.6% @fthe r
spondents answering that they use social media techndfoies high or
very high extent for workelated purposes, this study provides a sound basis
for the legitimate research interest of this thesis.

To what extent do you use social media technologies for the following work-related purposes?

Find resources more easily
Improve knowledge sharing
Improve communications

Boost collaboration

Provide more informal learning
opportunities

Support new content development
Foster learning within the organization
Build relationships

Encourage innovation and creativity
Increase participation in learning

Solve problems more efficiently

26.2%

24.7%

23.6%

23.3%

22.3%

21.3%

20.1%

19.8%

Percentage of respondents answering high or very high extent

30.6%

38.0%

35.6%

Figure 6 How people are using social media at work (adapted from ASTD 2010: 18)

However, for all usage scenarios that were investigated by the study, the
overall usage was rather moderakhis indicates that, on the whole, organ
zations and employees have not yet intensively used social media technol

27 The ASTD study (2010) uses this termreference to social networks, shared kwor
spaces, shared media, podcasts, wikis, blogs, microblogs, social bookmarking, virtual
worlds, and augmented realities (cf. ibid.: 12) and therefore can almost be considered
congruent with the term social softwarged in this dissertation.
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gies for workrelated purposes. This may be due to certain reservations
among corporate leaders but also is an indication that theredk aflatric-

tured approaches to integrating social software into the electronic info
mation environment. The development of which is the goal of this doctoral
dissertation, especially since the participating employees answered that they
find these technoldgs valuable for workelated learning. Adigure 7
shows, there are a variety of social software applications that employees co
sider to provide added value to their daily work: social sharing services for
the echange of videos or pictures, podcasts for the distribution of audio
files, wikis for workplace collaboration and further tools such as blogs or
social networking services.

How valuable do you find these technologies for work-related learning?

Shared Media (YouTube, Flickr) 64.1%
Podcasts 43.3%
Wikis 40.8%
Blogs (WordPress, LiveJournal) 30.8%

Social Networks

0,
(Facebook / LinkedIn) 2T3%

Microblogs (Twitter / Yammer) 14.5%
Social Bookmarking (Digg, reddit) 10.0%
Virtual Worlds (Second Life) 7.3%
Augmented Realities (Layar) 3.1%

Percentage of respondents answering valuable or indispensable

Figure7 Value in using certain social media dor learning
(adapted from ASTD 2010: 27)

However, these positive associations of the use of social software do not
seem to have reached a sufficient level of maturity to actually increase the
usage of these applications in the workplace environm&sitindicated
above, the survey revealed that the overall use of social software is relatively
low. Only regarding social networks did more than half of respondents say
they used these tools often or all of the time (cf. ibid.: 12). Especiallydegar
ing theuse of this type of applications for wer&lated purposes thesé d
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verging findings may partly be due to a lack of formal policies. Only 44.4%
of the respondents said that their employer provided such a guideling-regar
ing the use of social media on tlej Summarizing the results of this study,
Tony Bi ngham, CEO of ASTD, stresses that A é
web 2.0 technologieis and the huge impact they have on how the workforce
learns and communicatéss critical to engaging employees and ousérs,
and ultimately, <critical for an organization
There seems to be legitimate reason to assume that the use of stcial sof
ware in the workplace promises added value in regards to how employees
find resources more easilimprove knowledge sharing, improve commun
cations and boost collaboration. The results of such studies as the adove pr
sented, however, raise the concern that it requires a structured approach
regarding formal policies, internal use cases and procassedar to leve
age its aspired potential. Especially since the general usage of sucla-applic
tions as online social networks or social sharing services is constantly
increasing (see secti@nl).
I n his OGbnfoogr nealtd wtn 6 , JBT DBsigmdgvat-s wami , fr om
oped a rat her the&aébookisaton of thes enterpfiseo fHed
draws the picture of an enterprise world, where all virtual and tangsble a
pects of the workplace follow the rules of the sowsiab. Following this idea,
he transfers the essential concepts and functionaliti€aaodébookinto the
daily work routine of a common workplace. He asks the reader to imagine
Al é] coming to work, booting upeyour | aptop an
thing &in to Facebook. Where, immediately, you see a bunch of news events
about things at work you are interested in. [...] Where you can tell people what
you are doing and poll people to ask them their opinion on things. Where you
can share information abouteth t hi ngs you are working on. [ ] Y
of relationships actually described the people you spoke to, spent time with,
worked with. o0 (Rangaswami 2010)
With this rather drastic and in partsi provocative scenario Rangaswami
highlights the usecenteedness and bottonp paradigm of the social web
and what they could mean to the design of a corporate information rnviro
ment. Of course, this may only be understood as a fictitious mind exercise,
but it expresses two central aspects relevant to the cbsederest of this
thesis. On the one hand, this vision expresses the idea that a new generation
of employees would likely expect certain functionalities and concepts it has
learned and adapted from its usage of social web services skelbetsok
On the other hand, it brings attention to a different side of social networking
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other than mere entertainment and diversion: the added value of sncial i
formation exchange and collaboration of online social networks. Raagasw
mi consequently demands in his blegnt Lyt 68 harness the pow
social networking tools, make them work for us in the enteiprisé | bi d. ) .
While his vision may only serve as an excursus to provoke a new perspe
tive on social web services, this final statement provides a fine sumiary o
the central idea of mo wiorcdg af rrésnt t heetsd®ci
shown by the statistics presented above, there is reason to consider enabling
an organizationds employees to access soc
from its private usage faocial networking, leisure and entertainment, there
seem to exist a variety of use cases where the social web may enhance co
laboration and productivity. Still, the discussion regarding possible security
and productivity concerns against opening an orgahiz on6és i nf or mati o
environment remain. Thus, enterprises are looking at how they can internally
harness characteristic phenomena of the social web, such as flat hierarchies,
teambuilding, collaboration and seamless informatiomishavithout having
to face the negative side effects of the public Internet. As mentioned earlier,
many organizations therefore consider recreating successful social web se
vices within their corporate intranets.

232 From soci al web to 6soci al i ntranet

To understand the idea of hassing social web phenomena and trarisig

them into corporate boundaries, one first needs to understand traditional co

cepts of corporate electronic information environments. Based on the need to

distribute internal communication, share documents,dstan forms and

webbased applications relevant to a compan:
access to certain Internet pages and electronic databases, almost Bvery co

pany currently offers their employees-s@ | lingatet od enterprise iR

formation portdso . Such A é] wor kpl ace informatio
earned the attention of IR researchers due to the rapid growth of networked
digital content in recent yearso (Freund

have reached a certain degree of complexity size, particularly in large
multinational organizations. In 2003, the IBM intranet for example contained
more than 50 million unique URLSs on at least 7,000 different hosts (cf. Fagin
et al. 2003: 368). Still, an intranet portal represents a differéotniation
environment than the Internet, since its focus lies on the collection ®f ele
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tronic documents held in databasesnal repositories and shared direct
ries, which are contributed and accessed by colleagues of one corperate o
ganization (cf. Hawkig 2004: 16). Thus, intranets and the Internet may have
the same overall structure, namely a collection of documents connected by
hyperlinks; they differ substantially, though, in the process of contentagener
tion. While the basic idea of the Internet awn more the social web is to
grow more democratically, content generation in intranets historically used to
be rather autocratic. This may be seen as an expression of the need and desire
to guarantee a certain degree of quality and standardization anftire
mation provided by an employer to its workforce. By providing a -high
quality enterprise information portal, corporations aim at improving mrodu
tivity and communication between individuals in an organization (cf. Fagin
et al. 2003: 366). Now, evendalugh t he st atement that Al ntrat
tend to route around boredomd GLevine et al
sive, there lies some truth in it in relation to the overall acceptance and use of
enterprise information portals. The idea of an intérnadé k now!l edge captur eb,
to which all employees contribute their job experiences and relevamt info
mation objects has often been disillusioned. Many of these approaches have
failed due to a lack of employee commitment and corporate culture. Furthe
more, theworkplace environment typically is characterized by a high degree
of time as well as career pressure, which further complicates the realization
of successful knowledge sharing in the shape of enterprise information po
tals.
Considering the phenomena arapplarity of the social web, the contrast
of such public platforms and corporate intranets becomes evident. The rise of
the usedriven concepts of online social networking, blogging and status
messaging, social sharing and wiki collaboration have therefaakened
the desire of many corporations to harness the familiarity of their employees
with such concepts for internal purposes. Accordingly, the different social
software applications (social networking, blogs, social sharing and wikis)
have been transfred into the corporate boundaries of enterprise information
portals, while aiming to protect data security and meet privacy concerns.
However, the concept of soci al net wor king is
information environment. Traditionally, largeganizations have always pro
vided access to information about the different organizational units and em
pl oyees. This used to be simply a digital r e
low pages. Following the concepts learned from the social web, thgee pa
today are enhanced by personal profile pages, visibility of connectens b
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tween employees and the functionality of searching and adding new people
to onebs network (cf. Ri chter/ Koch 2009) .
some cases also connectedito company ds ski |l management ,
in section5.3.5will show. The motivation for an internal social networking
service is the support of interpersonal knowledge exchange, expertise loc
tion and teambuildig. Furthermore, large companies aim at overcoming
functional silos and enhance the integration of newcomers. Mimicking such
web services aBacebookor LinkedIn these internal social networking sites
hope to bring new life to this aspect of a corporateanet. Launching an
internal communication platform for blogs, microblogs and status messaging
is also based upon this idea. Enabling employees to write a blog entry about a
recent work experience, post a short microblog about an interesting article
they have read, or share a technical question in their status message shall
enhance coll aboration and information exc
employees. The realization in a corporate intranet thereby provides a secure
environment and allows for the dxange of confidential information. Ric

ing up on the seamless and ubiquitous character of many of the pulglic blo
ging services, this type of content may also be distributed via RSS feeds to
desktop readers and mobile devices. This shall further suppatctkesibi

ity and immediacy of employee collaboration and information exchange. As
described above, one of the main traditional functionalities of a corporate
intranet is the exchange and capture of electronic documents. In addition, the
concept of sociatharing is hardly new to enterprise information portals. The
types of information objects and the way they are shared, however, differ
significantly between social web applications and traditional intranets. While
intranets focused on the structured adilen of classic office document
types, public social sharing services gained popularity because of tHeir mu
timedia format (e.g., videos orouTube pictures orFlickr or presentations

on Slidesharg or their specific content (e.g., bookmarks Dalicioug. An-

other characteristic of social sharing applications are the ability to vote,
comment and reply to content shared by other users. Imitating these aspects
of social sharing applications, enterprise information portals move towards a
more diverse form oknowledge capture and information sharing. This is
achieved by supporting the upload of videos and podcasts, social b&ekmar
ing and offering such functionalities as comments, replies and tagging. Fina
ly, one of the most prominent examples of the soceth fends itself to be
replicated within corporate boundaries: the wiki. Apart from the implesment

tion as an encyclopedia, the concept and technology of a wiki is being used
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in manifold ways within companies. The simple concept of a website that

may easilybe edited by any user may serve different purposes, suchhas tec

nical documentation, project management and training and knowledge ma

agement. The fundament al idea is to tap into
have many employees collaborate and contriboite collective document

collection without predefined structure and hierarchies. This concept usually

is implementedinasocal | ed &égrassroots approaché, whi c
decentralized, natural and spontaneous organization of activities. Many co

porate departments have come to adapt this concept in internal applications,

so that, e.g.Siemen#\G s already facing &Vikisphereas sum of all internal

wikis on a global scale of 600 production sites with about 400.000 employees

(cf. Lindner 2008). Theexamples of internal social software applications

show, that the shift from social web to social intranet may indeedobe o

served in a variety of cases. Sectto8.5will provide an impression of how

all of these social applications may be integrated into an internal social sof

ware approach as part of an enterprise information portal in the given context

of this study. Altogether, it may be concluded that not only the exteonal s

cial web but also the internabaal software applications need to be cdnsi

ered when analyzing the role of social software in the workplace environ

ment of young professionals in management consulting.

2.3.3 User-generated content as a source of information

Since all of the described typesapplications have gained popularity based
on the participation and content creation of their users, the typent#nto
and its characteristics as source of information play an important rolé- Trad
tionally, the social web has been analyzed in regargsocesses of collab
ration and group interactioferhards et al(2008), however, analyzed the
social web from a recipient viewpoint. As mentioned above, they classified

three different types of weunicatthg 0 user s: Opr
usemsld6 6passively participating userso. Basecf
social software applications ¢6 0 1) , they identified o6infor ma

to make up 31% of the user population. Gerhards et al. concluded that there
is a large group of users thadas the Internet (and social wetpkcations)

solely in a receptive manner. Their only means of participation is to ask que
tions; public communication is restricted to sporadic comments. Essentially,
this group uses social software platforms the wayitioexl web 1.0 services
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were used. This observation is supported by a large online panel survey of
1,800 participants fielded in August 2009 by the Nielsen Company. In this

study, three main web A[ é] consumer segme
portals (Patalists) or social media (Socializers) as theimary vehicle for
content di scoveryo (Gibs 20009: 1) were ic

initial starting point when looking for new information online, roughly 18%
of users use social media as a caeigation andnformation discovery tool
(seefigure 8).

Q: When looking for new information online, on what type of website
do you start your search

Search Engines 37%

A portal (Yahoo!, MSN, AOL, etc.) 34%

A site dedicated to that type of information

0,
(i.e. CNET for technology 1%

Wikipedia 9% ~,
‘\
> Social media = 18%
|

Blogs 5%

Facebook, Myspace, Twitter, etc. 4%

—

Source: The Nielsen Company

Figure 8 Social medid gateway for content discovery (adapted from Gibs 2009: 1)

Gibs explains this rising role of satimedia as source of information by
the usersd6 perception that there is too m
the example of a user who wants to learn about the latest smart@ione r
leased into the market. A common Internet search engines is easilyoabl
provide him with a wide range of articles, test reports and commercial info
mation about the device. But with the increasing number of information
sources available, it becomes difficult to know which information is most

accurate and credible. Gibsca | udes t hat Al é] socializer ¢
friends have to say and soci al media act s
(Ibid.). While the Nielsen study had a strong focus on commercial aspects

and the influence of sociiseis, Moresdet a on cons

al. (2010) focus on the role of social networks for the general information
seeking behavior of users. They analyze that

Al é] soci al net working servicesm-provide a s
plementary to that provided by searchieeg; the former provides information
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that is highly tailored to an individual and comes from a highly trusted source,

while the latter provides objective data from a variety of sources on a variety of

topics.o0o (lbid.: 1739)
This suggests that the sociapact of these sites can be a distinct nastiv
tional factor for using them, e.g., due to the authentic and diverse eentrib
tions from other participating users. For example, they take the usage be
havior of the online encyclopedi@ikipedia which is mainlyused for
looking up terms and reading articles rather than contributing content (cf.
ibid.: 142). This observation is in line with the perspective of this thesis to
further analyze the role of social software as a source in the information see
king behawor of young professionals in management consulting. éfdrey,
the content provided by these applications needs to be analyzedhier fu
detail.

The definition of social software developed in sectoh indicatesthat

this concept not only refers to the various types of applications but also to the
information that results from the social interaction of its users. This refers to
the resulting relationships between individuals on the one hand; and to the
information exchanged between the social actors of the type of software d
scribed above on the other (e.g., in the form of profile information, rprefe
ences, listening or reading habits and any other information). Since these
applications spotlight the users and ogérve as a platform for their adtiv
ties, the information provided by such services seems to be of a specific
character. In contrast to traditional information sources such as boaks, ele
tronic databases, scientific journals, editorial websites, or augac matter
experts, this type of information varies in its form as well as its creat@n pr

cess. The | atter i s -geexnperreastseedd eboynttemd 6t e Um e
generated[ofc r eat ed] cont ent canenmmdlemidyef i ned as A é
available oer the Internet, which reflects a certain amount of creative effort,

and which is created outsideWoumE professiona
schVincent/Vickery 2007: 9). This definition is a very broad oneyileg

questions regarding the degree of dueagffort and its meaning unswered,

but it hi ghlights the aspect o0d- a publ i

dusaged (29)eThe fame af this tgpe of content is charaized by

the respective distribution platim, e.g.,written comments being diffused on
blogs or videos being diffused on online sharing platforms (cf. ibid.: 31).
With the rise of social software applications, ugenerated content hag-b
come a dominant carrier of information on the World Wideb/s well as
closed environments (such as intranets). According to the OECD study cited
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above, there are four different types of drivers of «seated contentca
counting for its rapid growth and pervasiveness:

1 technological,

i economic,

1 institutonal/legal and

1 social drivers

(cf. ibid.: 27ff.).

From a technological perspective, increased broadband availability, hard
drive capacity, processing speeds, as well as a decrease in hardware costs can
be seen as catalysts for the distribution of ‘gsarerated content. This was
accompanied by an increase in quality of consumer technology and a variety
of new (mobile) devices for audio, photo and video content. But most i
portantly, the described social software applications themselves resemble a
new knd of technology that makes creating, editing, distributing and sharing
content easier. The relatively low costs of creating and hosting a sagial di
tribution platform represent low market entry barriers for stakeholderns inte
ested in monetizing usgeneated content. Together with the growing user
(and thus prospective customer) population and increased possibilities to
raise capital for ventures in this domain, economic interests are anather ce
tral driver for the rising distribution of this type of artmation source. The
figures of registered users in the millions offer great opportunities for-adve
tising. This is evident especially in combination with the amount of personal
information provided by the users themselves (e.g., in online sodal ne
works), targeted advertising enters a whole new dimension and creates a
variety of new business models. With rising economic interest, new legal
means to create and distributescontent ha
ing and copyright schemes such as thea®@re Commons licenses allow
easier distribution, copying afiddepending on the choice of the authdhe
creation of derivative works of usgre ner at ed contemt o (I bi d.
vention of the copyright dogma helped to support the distributiorsef u
generated content without traditional legal and economic barriers.

However, apart from the technological feasibility, economic interests and
institutional enablers, certain social predispositions had to exist in order to
bring about the above describpdpularity of amateur content. One of these
can be described as an increased acceptance of and willingness to convey
personal information. This phenomenon of an unprecedentetkeseltion
IS in many aspects a driver of the distribution of wgaEmeratd content and
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the success of notion of social software in general. Furthermore, the desire to
engage in social, political and educational activities and the interesiin for
ing communities and interacting with other Internet users, exemplify the
impact ofsocial developments on the overall availability of tpemerated
content. Finally, a shift to younger age groups with substantial ICT skills is
often mentioned in research and in public media as one of the characteristic
elements of the social web. Thelgadopters of social software applications
and the possibilities to publish seffade texts, pictures and videos wege r
garded by those users that have been exposed to digital technologies all their
life. The lively participation of this demographic gmis considered a ne
tral social driver for the rise of usgenerated content, as indicated in section
1.1

Returning to the perspective on ugenerated content as a sourcerof i
formation, however, the folleing can be summarized based on the olaserv
tions described above. The information provided by and created with social
software blurs the lines between producers and consumers. This change of
traditional roles in the information architecture brings aboyiodpnities
and challenges. One the one hand, data produced iprofassional routines
is available at large aridto a certain degreefree of economic interest. On
the other hand, it might lack the quality of professional services or even be
misused.Regardless of the quantity and quality it is the hypothesis of this
study, the information exchanged within social software applications is of a
social nature It is produced, corrected, shared, rated and recommended by
users. These users contribute thisitent mostly in noiprofessional ro-
tines. Nevertheless, they oftentimes can be considered experts or at least

aficionados i n cer tsadiahinfoamato@’saddothe i nt er est .

dimensions of expertise, subjectivity and context to the datéabiai Inte-

net portals likeDigg or Qype which are based on usereated recommesd

tions and ratings for news or restaurants, reveal the full power of such
information. Information created in professional routines would neither be
able to reach the degreof coverage nor the extent of credibility. Altogether
the rise of the web 2.0, social software and its-gseerated content have
devdoped a dynamic environment within the Internet itself and within all
service providing corporations dependent on tiiermation provided by the

28Section5.3.3wi 'l go into further detail regarding the

as a central concept of information seeking in such knowledgesive business se
vices & management consulting.

T

de
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World Wide Web. Furthermore, they start to adapt their internal electronic
information environment by copying the social webngiple within their
corporate boundaries (see secthB.?. Social software therefore subsumes
the entirety of emerging applications providing this type of informatian. A
cordingly, the way employeésespecially the young ones that are just ente
ing the organizatioii make use of such information sources inwloekplace
environment needs to be thoroughly investigated andrstuabel.

2.4  Summary

Summarizing the above described phenomena, two major developments can

be observed:

1 Fir st of al |, the rise of the participat]
information environment and attracted a lot of attention in the corporate
envronment as well as in related areas of research. Scholars of different
disciplines have started to analyze the influence of social software on
their disciplines and research interedthis led to a variety of newer
search fields and methodologies related to the scope and focus of this
doctoral dissertation within information sciencertRarmore, companies
have developed first strategies on how to exclude the social web from the
workplace or include it into the same and in some cases alreadly deve
oped internal social software applications, which aim at transferring the
success and principle of the web 2.0 into corporate boundaries. Even
though many aspects of the popularity and charadtsocial software
have been analyzed; and even though first pragmatic approaches for its
inclusion in the workplace environment have been developed; arsyste
atic understanding of the character of social software applications and
their role as an infornteon source yet needs to be gathered.

I Secondly, it can be stated that a variety of studies have drawn to the fact
t hat todayb6s young professionals have b
and information technologies by birth, whether this may be callet-a ge
erational phenomenon or not. It has been stated thatrgyap in an age
where email and the World Wide Web are well ddtshed elements of
everyday life, has an impact on the way young adults approach and use
emerging web technologies. In regards te Hocial web, studies have
shown that young adolescents are at thefriomt of technology adoption
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and usage. Since this user group represents an upcoming workforce for
todaybébs companies, it is essmnti al
mon behaviors ahattitudes in the interaction with this type of media in
the workplace.
These observations lay the foundation for the research interest ofeffiis th
In order to be able to address the raised considerations appropriately, how
ever, a thorough review @ixisting concepts and findings of prior research is
required. As this chapter has revealed, the main focus thereby lies on the way
individuals seek and use information in a specific context of use. Thus, ce
tral concepts and previous findings of inforroatiseeking research need to
be reviewed.

f
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3 Central concepts and previous findings
of information seeking research

As it is the goal of this doctoral dissertation to analyze the role of social
software as an information source in the workplace,ep dmderstanding of

the work context of employees and their behavior is required. The present
study therefore aims atodeling the information seeking behavior of young
professionals in management consulting. This empirical and analytical a
proach builds pon an extensive inventory of methods and findings within
information scienceChapter Jwill therefore provide an overview of central
concepts and previous findings regarding the way individuals seek info
mation in specific context§Section3.1 presents an overview of the field of
information needs, seeking and use (INSU) research in order to distinguish
the perspective and methods employed by this thesis. It introduces the way
theory is built in this field ofesearch and defines the level of scope amd pe
spective to the above described research interest. This leads to a definition of
information need, types of information and task complexity as central co
cepts of taslbased information seeking gectionl.1 In the following,sec-

tion 1.1 provides an overview of previowsudies on taskased information
seeking in the workplace in general and an analysis of findingiseomfir-
mation seeking behavior of young professionals §estionl1.1) in specific.
Furthermore, existing considerations of social software in INSU research will
be reviewed in sectiofh.1 Finally, sectionl.1 summarizes this review of
relevant research literature, the identified critique as well as selected, open
research questions and their implications for the interest angndeafsthis
study.

3.1 The field of information needs,
seeking and use r esearch

In order to understand the field of information needs, seeking andeuse r
search within information science and its relevance for the research interest
of this thesis, the statement by Vakkari, Savolainen and Dervin in thew for



84 3 Central concepts and previous findings of infaiion seekingasearch

word to the o6l nformation Seekpereg in Conte
1996 as cited in the introduction above ought to be considered. Therein, they
described this field of rearch to provide the theoretical foundation far u
derstanding human information behavior, which is considered to enable the
utilization of information in society in general and the meaningful design of
information systems and environments in partic@arVakkari et al. 1997:
7).
According to the initial description of information science (see section
1.1) one of its main characteristics today is the approach of human behavior
and system interaction from a cdiiye perspective. As the previous gtat
ment reveals, this is specifically expressed by the emergence of information
needs, seeking and use studies that have
fields of LIS research (cf. Fisher et al. 2005) next to such dismplines as
humancomputer interaction and information retrieval. INSU studies follow a
rather holistic approach to analyzing the interaction of cognitive actors with
different forms and sources of information in a variety of contexts. Tée sp
cialinte est gr oupAnmelig@&BSdciety for Infomation Science &
TechnologyASIS&T) describes its academic members to be:
Al é] concerned with the activities, bot h be
who are interacting with information. These activitieslude: recognizingn-
formation needs, seeking information that will address those needs, exploring
information sources present in oneds cont ex
from available information sources, communicating and collaborating with ot
ers concerning an information need or information resources, using info
mati on, and other interactions bet ween peo
2011)
It is the goal of this field of research to build a rich collection of theory on
behavioral patterns andodel the context of the cognitive actor in order to
enable adjoining disciplines to develop effective information systems and
usercentered interface designs. The various approaches to building such
theory and the different perspectives and levels ofesedpen modeling the
earlier mentioned activities will be reflected in the following in order & pr
sent a classification of those theoretical models in INSU research that are
most relevant to the research interest of the present doctoral dissertation.

3.1.1 Building theory in INSU research
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First of all, the overall research culture of building theoretical and empirical

theory in INSU research needs to be understood. In order to achievethe pr

viously mentioned aim of scientific practice, a certain researchegyat

methods of data collection and analysis and type of investigation are required

(cf. Jarvelin/Vakkari 1990). Since the field of INSU studiesith its holistic

perspective on users and their conteig strongly interlinked with diffeent

research diciplines such as, the humanities and social sciences, all of these

aspects of building theory are influenced by a multitude of intédiisary

concepts and practices. As a result, the employed research strategies differ

from traditional systeroriented approaches in information retrieval that

mostly follow the constructive paradigm of developing informatiosiesys

and evaluating their performaneeposteriori According to Ingwersen and

J2rvelin (2005) A[ é] typicaylbealted at egi es for
the conceptual research strategy (e.g., verbal argumentation, concept ana

l ysis), mathematical or | ogicala- strategyo (I
tive foundation for any other research approagbriori. Next to such theo

retical researclthe field of INSU is characterized by a large amount of em

pirical studies.

Table4: Methods used in INSU studies

Method 19841989 | 1990'1994 | 19951998 | Overall
(%) (%) (%) | Mean (%)
Citation Analysis 2.5 3.7 1.4 2.5
Ethnography 19 3.7 2.1 2.6
Experiment 4.4 6.1 21 4.2
Interview 13.1 11.0 9.2 111
Questionnaire 48.8 43.6 48.6 47.0
Transaction Log Analysis 18.1 4.3 14.8 12.4
Mixture 7.5 18.4 155 13.8
Sample: articles indexed with féLibrkrypLlitersa
ture index
Periods: 19841989: n = 233/ 1990994: n = 241/ 1999998: n = 206

(adapted from Julien/Duggan 2000: 306)

Empirical INSU research builds upon the developed theoretical féund
tions and employs different methods of dataestlbn and analysis. Their
most common goal is to gather a descriptive understanding of a certain user
population, context of use or usage behavior. Therefore qualitative as well as
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quantitative data collection methods such as questionnaires, interviews, o
servation, content analysis and historical source analysis are employed (cf.
ibid.: 86ff.). In their longitudinal analysis of the information needs and use
literature of the 1980s and 1990s Julien and Duggan (2000) assessed the use
of research methods the field of information needs, seeking and use-stu
ies. The overview of results presenteddhble 4 reveals the large variety of
methods in total on the one hand, but also documents the dominant use of
questionnaires for the purposes of INSU research.
While traditional data collection methods of IR research (such as ex
periments and citation analysis) hardly played any role, over 60% ofdhe an
lyzed INSU studies used interviews and questionnaires teeigaata. In
addition, new techniques such as log file analysis and ethnography have been
employed to add an external perspective to such subjective descriptipns. Pa
ticularly the latter reveals that information science has opened up ta-adjoi
ing disciplires in order embrace the holistic cognitive perspective -of in
formation needs, seeking and use. Wilson (1999) states that:
A é] the general adoption of qualitative me
UK) [that it] has resulted in the work that is in th&er tradition of the inve-
tigation of human behaviour and which, therefore, is more likely to fino-the
ries and models in the social sciences that can be applied to the study of
information behavior. o (Il bid.: 250)
This is also expressed by the fact thatny recent studies on information
behavior (e.g., Freund/Toms 2005; Freund 2008; Fidel et al. 2004; Notess
2004; Makri 2008; Kim 2009) applied the sosiocc i e mgtounéled theo 6
ry&° approach coined by Glaser and Strauss (1967) or observation methods
fromor gani zati on and management studies suc
(Mintzberg 1970) and o6work shadowingd ( Wa
Strauss (1967) have formulated, wielinded scientific knowledge excels by
the combination of qualitative andigntitative methods:

29 The basic position of this qualitative research approach is that generating grounded
theory is a way of arriving at theory suited to its supposed uses. It may therefore be
contrasted with theory generated by logical deductiomfaopriori assumptions and
describes a research practice where data collection, data analysis and theogy develo
ment are not seen as distinct (cf. Glaser/Strauss 1967: 3). It rather means toeepetitiv
lydescri be observed phenomearad i dhc dctian gggygd ru retsidl, e
does not change the emerging theory anymore.
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Aln many instances, b oitnbt gdadtiativesuseslto dat a are nec
test qualitative, but both used as supplements, as mutual verification and, most
important for us, as different forms of data on the same subject, whien
compared, will each generate theory.o (lbid.: I
This summarizes the observation that INSU research differs fromtidred
systemoriented IR research and also indicates that the types of results are of
a particular form.
As elaborated earlier, ¢hmain interest of INSU studies is to explore the
context of a specific user group and model their information behavior with
the purpose of understanding the role of specific types of informatiom; info
mation sources and deriving conclusions on the desigihe information
environment in general or a particular information system. The typically
inductive research approach therein derives a conceptual model from-qualit
tive observations of respective contexts and behavioral patterns in order to
enable antipating common activities of information seeking and usage of
sources. The character of these theoretical frameworks and cognitive models
depend upon the scope and perspective of the respectivdoswins of
INSU research. This will be further discussedtie following so as to class
fy existing relevant findings for this thesis.

3.1.2 Differences in scope when modeling the user otext

While it is the common interest of all INSU studies to widen the system
oriented perspective of IR research to include thlgnitive actor by mode
ing his context and all activities involved in the interaction with information,
they differ in scope with respect to the phenomena and activities rthey i
volve. Primarily, this applies to the question of whether a study focuses on
the early stages of information need and seeking or on the analysis of usage
behavior of sources and the interaction with the gathered information. Stu
dies that mainly focus on the empirical analysis of media and information
source usage are not at the heéthis field of research. Rather those studies
that focus on different levels of information seeking behavior are most cha
acteristic for INSU research. Now the scope of the research models in this
field may vary to be either broad or narrow (cf. Ingwerdavelin 2005: 15).
Hence,

Al é] some models cover ][ s] only computational é

(i.e., the Laboratory Model of IR). Other models attempt to cover hursan a

pects in varying scopes, some focusing on information retrieval interaction



88 3 Central concepts and previous findings of infaiion seekingasearch

(e.g., the Mediator Model, Ingwersen 1992), some on information seeking (e.g.,

Ellis 1989), and some on the (work) context of IS&R (e.g., Paisley 1968). Some

models attempt to encompass several domains like the work context arid assoc

ated informationseekn ( Bystr°m and J2rvelin 1995).0 (I
According to Wilson (1999) the models in information behavior research
may thus be seen as a series of nested fieldfigsee9).

Information
Behavior

Information
Seeking

Information
Search

Figure 9 A nested model of INSU research areas (adapted from Wilson 1999: 263)

dnformation behavio® as t he more generazt field of
es A é] those activities a person may eng
needs for information, seaiclg for such information in any way, and using
or transferring that informationo (Il bid.
information behavior may be considered most broad and g&heral
(Ingwersen/Jarvelin 2005: 67) and may therefore serve quite wethéor
description of the general context and the main three elements involved in the
workplace environment and scenarios of this study. His flotdeview of
information seeking considers:
1. the context of the seeker,

30 See sectiord.1.3for further details regarding the classification of conceptual models
in information seeking research accordingngwersen and Jarvelin 2005.



3.1 The field of information needs, seeking and asearch 89

2. the systems employed (which midlg manual or machine and ngated
either personally or by an intermediary) and
3. the information resources that might be drawn upon.
However, it does not provide a detailed framework for the variousi-activ
ties and their chronological occurrence. As a-sub t of tnfoi-s  f i el d, 0
mation seeking behavier r educes the scope of interest to
seking for information as a consequence of a need to satisfy somelrgoal.
the course of seeking, the individual may interact with manual information
systems (such as a newspaper or a library), or with comyjaised systems
(such as the World Wide Web) ( Wi | son 2000: 49) .
Finally, t hirdormatiart seayoh behavidbf d@& scr i bes A é]
t he édmivcerlod of behaviour eripglwithjred by t he sea
formation systems of al/l kindso (I bid.)
This classification of subdomains in the field of information needs, lsee
ing and use studies clarifies the differences in scope in between the-respe
tive areas of information seeking behavior as welbatween ISB and IR
research, which is concerned with the development and evaluation ©f info
mation systems and their ability to retrieve relevant documents within a ce
tain collection of information objects. All of these different levels of scope
contribute to the understanding of how individuals interact with anrinfo
mation system or entire information environment in order to identifyea sp
cific information need, seek information and use or transfer that information
in a certain context.
As introduced n chapter 1, the research interest of the present doctoral
dissertation lies upon the way a certain user group seeks information in the
workplace environment and the role social software may purposefully play as
an information source for young professianal management consulting. In
this context the concept of task represents a central element for the research
scope of this study. It is characteristic for the workplace environment and it
serves an explanatory as well as empirical role (see s&#dh This limits
the scope to fAi[é] the purposive seeking for
a need to satisfy some goald (Wil son 2000:
mation seeking research provides the most adedasél of scope for this
thesis. Within this sullomain there are, however, various differences in
regards to the perspective on the subject.
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3.1.3 Differences in perspective
when modeling information seeking

Having identified the different levels of scoptINSU and the field ofn-
formation seeking to be most relevant for the present research interest, one
needs to further define the most adequate perspective on the objeet of r
search and review its most relevant findings. The research perspective is
anothe distinctive feature of information seeking models. According to
Ingwersen and Jarvelin (2005), such models may be differentiated in addition
to the level of scope described above based on the following dimensions:
1 Applicability: general vs. specific
1 Method: abstract vs. concrete
9 Type: summary vs. analytical
9 Structure: process vs. static
(cf. ibid.: 15)

The dimension of applicability describes the range of empirical domains a
model claims validity for. The more general a model is considerbe tthe
more domains are described in it. This may apply to, e.g., a specific data
format (such as text documents), a particular user group or language. Most of
the information seeking models that share a broad scope, are typigally co
sidered to be genalrconceptual models. Another distinctive characteristic of
these models is the method of data collection and the level of specificity of
its results. Accordingly, conceptual models are considered rather abstract, if

they A[..] f oc us interpretaidnsar stractures rgdakeéto o me n a

the stakeholders, and the relnmatyj onships o0f
Aconcrete models (e.g., Al |leeoldersim®69) focus
an | S&R process, and t heaelimr2005el5)at i onshi ps

Models of information seeking furthermore differ by type, as some (e.g.,
Ingwersen 1996; Paisley 1968; Wilson 1997) summarize thizatebjects

in an information seeking process and their relationship without further cla

sifying and analzing either, while other focus on analyzing the interplay of

these objects in order to generate testable hypotheses {stygré/Jarvelin

1995). The most distinguishing dimension is that of the model structure.
While process models aim at describingian d i v i d uaidn&eekingnf or m
activities as a certain set of sequential steps, static models focus oryidentif

ing features of information seeking and explaining tiwolved activities as

well as relevant sources of information (cf. Ingwersen/Jarvéldb215).
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These dimensions of perspective best illustrate the differences regarding
the structure, type, method and applicability of information seeking models
and help to classify existing research findings. In the following, central co
cepts of informatin seeking behavior and models that are relevant to the
interest and perspective of this thesis shall be presented in order to provide a
brief overview of previous research.

3.2 Central concepts of
task-based inf ormation seeking

As the introduction to the field of information needs, seeking and use has

shown, the central focus of this type of research is the context of the indivi

du al (al so aognitiveectoe)d @amd aserdt ain behavioral
the interaction with the information environment. In order to describe the

different objects and factors that are relevant to this context, several itheoret

cal concepts have been developed and established in INSU literature. Those

concepts have constituted thesearch perspective of this study and will be

defined in the following.

3.2.1 Information need

The starting point for any research on tasked information seeking is the

realization of an information need. Specifically for any directed and active

form of information seeking, a conscious gap in knowledge or a lack-of u

derstanding is widely seen as motivation of an individual to become active.

The cognitive perspective considers this primarily to be an internal &nd su

jective state. T h(L968) epncleision thad iofermatiom Tay | or 6 s
need may be categorized along four levels of question formation:

1t hwascedal need : an actual , but unexpressed need
1t heonsdousnedd: an ¢ on sh@in descapfion of thé rreedn

9 the&ormalized needl : a for mal statement of the need;
1 t h eompyomised neéd: the question as presented to

system
(cf. ibid.: 127).

f
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ATayl orés work | aid the foundation for a dee
motivations or triggersor information seeking. It was the basis for subsequent
insights by researchers such as Belkin, Saracevic, Ingwersen, Dervin and
Kuhl thau. o0 (Bruce 2005)
Belkin, for example, built upon this cognitive perspective on information
need and coined the concaepff  anlbrealows state of knowledge ( AS K)

(i .a., Bel kin et al. 1982) . ARThe ASK hypoc
arises from recognized anomaly in the wuse
some topic or situation and that, in general, the user isleia specify pe-

cisely what is needed to resolve that ano

been established and extended over the years and plays an important role,
specifically in information retrieval research. There, anticipating the so far
unexpresed information need has become a central matter of interest (e.g.,
Bruce 2005).
Regarding the field of information seeking research, however, the-unce
tainty principle developed by Kuhlthau (1993b) has influenced many studies.
This i s def iognitvd staeswhich[c@mmonly caases affective
sympt oms of anxiety and | ack of confiden
causes a Oprocess corollarybd, i . e.., a pro
at pursuing understanding and meaning from the informagiocountered
over a period of time (cf. Ibid.).
The central notion of these definitions is that of a-agistent objective
information need and the challenge of designing information environments
so they account for t heisaulgeetivedifoo di f fi cul t
mation need. They also express the common perception, however, that either
uncertainty, an anomalous state of knowledge or a conscious needreof info
mation mark the starting point of an information seeking process.

3.2.2 The concept of task

In most situations, and most specifically in the workplace context, an info
mation need is evoked by a certain task. The concept of task has been widely
considered in INSU research (e.g., Bystrom 1999, Bystrom/Jarvelin 1995,
Bell/Ruthven 2004, Vakkari 1998003, Campbell 1988, Li/Belkin 2008, Xie
2009, Liu et al.2010) ands central to the field of information seeking in a
two-fold manner. On the one hand, it allows the analysis of reasons for and
influence factors of the process of information seeking imgd. On the

other hand, it serves as empirical unit of measure for a series of direeted a
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tivities of information seeking in a specific probleolving context. B-
stréom and Jarvelin (1995) summarized the INSU research perspective on the
concept of tasksafollows:

Aln the context of informationelakkeki ng, we are
tasks. These can be seen as perceived (or subjective) tasks or objective tasks.

[..] However, in this study perceived tasks must be considered because each

worker may interpret the same objective task differently (e.g., as regards its

complexity), and the perceived task always forms the basis for interpreting i

formation needs and the <choice of promi sing a
(Ingwersen/Jarvelin 1995: 193)

Work taski search task retrieval task

Accordingly, it can be distinguished between different types of task and the
distinctive levels of task. Corresponding with the previously described levels
of scope in INSU research, tasks may also be categorizebr&stasks,
seeking tasks and retrieval tasks. The most granular level is described by

Getrieval taské , whi ch are considered to be the vari
information system, a n infarmation isedfinga | engages in
taslo . Wivarkitesk€ 6 ar e commonly understood on a mor

as separable parts of onebés duties to an emj
are seen as subtasks of work tasks that describe all the actions taken to gather
information required to satisfy an arimation need. Work tasks may not be
explicitly defined, but are always to some degree outlined by the work-orga
ization. That is why the norms and values of the social context of the work
organization as well as themema&as vbdual 6s wor
havior (cf. Bystrom/Hansen 2005: 1053). Information seeking in such-a co
text is seen as a central part of information intensive work tasks and may be
divided into stages such as task construction, task performance and task
completion (cf. Bystroni999: 36).
AHansen (1999) points out that there are diff et
work tasks; sometimes there may be highly predefined task procedures, and in
other cases a task may be initiated as a mere notion of what is wanted or needed
within a specific situation. Task construction consists of the analysis afi-the i
formation that is needed. Task performance is coayato actual information
seeking, that is, the actions taken to gather information. Task completion for i
formation seekingasks may be described as the evaluation of the results of i
formation seeking.o0 (Bystr°m/ Hansen 2005: 1055)
This process perspective on task performance is one of the central branches
of INSU research and will be further described in se@i@®2
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Types of work tasks

Across the different levels of task, the degree of complexity is the mast cha
acteristically distinctive feature that has given rise to various typologies of
tasks. One of the most influential tasktegorization for information seeking
behavior research was introduced by Bystréom and Jarvelin (1995) in their
analysis of the effects of task complexity on information seeking behavior.
Therein they defined task complexity as the degree mfiori deteminabi-

ity (or structuredness) of the task outcome, the required process amd the i
formation required to solve the task ($iggire 10).

Task Category: A priori Determinability of:

Information Process Result

Needed

_______________ wTTTTTTTTTTTTTTTTT
Gen_u[ne _______________ P lesseessssuoess >
DecisionTask o

............... » T T Tt
Known, Genuine » _ 5
DecisionTask ’:

_____ —

Normal » —_—  »
DecisionTask ’:

|
Normal Information > -
Processing Task ’:

.
Automatic Information | &
Processing Task

——>|

Degree of a priori high
determinability === oW

Figure 10 Work task categorizatiofadapted from Bystrom/Jarvelin 1995: 195)

This led to the following classification of different types of tasks:
flAutomatic information processing taséiee a priori completely determinable
so that, in principle, they could be automatedhether actuallyautomated or
not.

Normal information processing taskse almost completely a priori det-
nable, but require some calsased arbitration concerning, for instance, the su
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ficiency of information normally collected. Thus, part of the process andhthe i
formation is a priori indeterminable.

Normal decision taskare still quite structured, but in them cdmesed arbia-

tion has a major role.

In known, genuine decision taske type and structure of the result is a priori
known, but permanent procedures fmrforming the tasks have not emerged
yet. Thus, the process is largely indeterminable and so are its information r
quirements.

Genuine decision taskare unexpected, new, and unstructured. Thus, neither

the result, the process, nor the information reauinets can be characterized in

advance. The first concédfdn is task structuring.
Whether this categorization is suitable for the context of management co
sulting with regards to the level of granularity and terminology will beteval
ated in he exploratory study of this doctoral dissertation (see sebtid).
Nevertheless, this typology of information intensive work tasks points to the
fact that various context factors influence the way inforomais sought, they
type of information is needed and the sources an individual consults. The
analysis of such factors of information seeking represents the other central
branch in INSU research and will be further discussed in se2tioh

Overall, the relevance of the concept of task and its different types-for i

formation seeking research may best be highlighted by the followirgy stat
ment by Liu et al. (2010):

AfWe are concerned i netopredicttaskdypeabasechonwi t h bei ng al

searcher behavior in the course of an information seeking episode.aThe r

tionale for this focus is this: if task type can be predicted from implidit ev

dence, then that knowledge can be used to interpret implicit indicafors

usefulness, relevance, etc., in order to make personalization of the search exp

rience more ac(iwetad.00:69hd useful . o
While this largely expresses the migrerspective of IR system design, the
overall meaning and benefit of identifgrdifferent types of task based on
their level of complexity is also valid for the wider scope of information
seeking. Especially in the workplace domain this may be realized by adapting
the overall information environment by characterizing patterns air-inf
mation use and the factors affecting use in particular work situations. In her
analysis of humamwork domain interaction and its implications for the-d
sign of a corporate digital library, for example, Xie (2006) found that the
majority of the tasks petgperformed in the analyzed corporate setting were
typical and routine. As a result, it was possible to identify the most important
user support needs in corporate digital library usage and draw thee corr
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sponding design recommendations (cf. ibid.: f40As indicated before, the
context of management consulting is not considered to contain many routine
activities, the research perspective and the relevance of the concept of task
for studies on taskased information seeking behavior in the workplace,
however, are well exemplified by such studies. Accordingly, an essential
prerequisite for analyzing the role of social software as an information source
in the workplace of young professionals will be an investigation of the most
common types of task in ttanalyzed work context.

3.2.3 Types of information

The various types of information intensive work tasks with differing degrees
of complexity not only indicate that the amount of required information va
ies but also that the type of needed information itself beyistinguished.
Information about the task itself, e.g., the scope, deadlinis, @sd tebe
status, is different in nature from information that is more-éaieinted and
independent of a specific task, e.g., census statistics, mathematicala®,
industry standards. Just like the information need (see segibf), the
information itself is a subjective concept. Thus, the functional view on types
of information was found to be a valuable distinctioriNiBU research for

the description of information seeking behavior and drawing conclusions for
the design of information systems or environments (i.a., BagéRbaum
1981; Jarvelin/Repo 1983, 1984; Jarvelin 1987; Bystrém/Jarvelin 1985; B
strom 1999). Thdollowing types of informatioff have most prominently
been perceived in INSU research and were exemplifiedylsyr@n/Jarvelin
(1995) by means of the metaphor of a bridge construction:

fiProblem informationdescribes the structure, properties, and remerds of

the problem at hand. For example, in bridge construction, information on the
type and purpose of the bridge and on the site where it must be built constitute
[sic!] problem information. It is typically available in the problem environment

i but inthe case of old problems it may also be available in documents.

31The term 6éproblemé often is exchanged for

6t as

6task i nfor msaotlivoinndg ainndf oortmaastki ond (i . a., Bystr©°m



3.2 Central concepts of tablased information seeking 97

Domain informatiofi? consists of known facts, concepts, laws, and theories in
the domain of the problem. For example, in bridge construction, the strength
and thermal expansion of steel counsts belongs to domain information. This

is typically tested scientific and technological information published in journal
articles and textbooks.

Problemsolving informationcovers the methods of problem treatment.dt d
scribes how problems should be seew formulated, and what problem and
domain information should be used (and how) in order to solve the problems.
For exampl e, in bridge constructi on,
the pros and cons of various bridge design types constitolbdepsolving in-
formation. It is instrumental information, and typically available only from
knowledgeable persons (or experts). These three information categorigs are o
thogonal (i.e., represent three different dimensions and have different roles in
prodem treatment). All are necessary in problem treatment but, depending on

the task, may be to different degrees available to a worker performing the task.

Because their typical sources are different, typical channels for acquiring them
may also be differenté (| Hfy d. : 195

The definitions and particularly the metaphor of bridge construction provide
a good understanding of the differences in information types from the pe

spective of task performance. As the final statement indicates, these types of

informaion may be found in differing sources of information. That is why

this concept is of central relevance to the research interest of the present
study. It needs to be understood what types of information are required in a

particular work context and from wdh type of information sources they

may be retrieved in order to come to an understanding of the role of social

software as an information source in the workplace environment.

3.2.4 Information environment

This leads to the consideration of different souraed eéhannels of infe
mation available to the individual in the workplace. As highlighted earlier,

the scope of information seeking research includes more than one specific
nf ormation (retri evalnjormaignsseekimy.by i For
human acta, the proper system is not some service (e.g., a library) and its

32 n the course of this di s s shallthe teplacad byt h e
6f actual informationd in order to avoid

field of IR research.

t

he

term
irritatior

desigr
under s
6doma
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clients but rather an information actor immersed in his/her situationnand i
formation
environment (e.g., al | i nformation acces
2005: 13). The inididual (ori in our caseé employee) makes use of this
environment to access information through various channels (elg., co
leagues, phone catalogues, internet searchhnes)gfrom various sources
(e.g., colleagues, manuals, internal memoranda). The #eeén chanel
and source of information may not always be drawn clearly (asxéonge,
colleagues may be considered to function as a channel to relevant info
mation sources but just as well provide relevant infbion themselves), but
most commonl ywaéfilkér s omoithte of vi ew, a sol
is expected to contain) relevanfarmation, whereas a channel guides (or is
expected to guide) the workertopere nt sourceso (Bystro°om/ Jar
193). Accordingly, the focus lies on the sources afrimétion available to a
cognitive actor in a specific context. This information environment may i
clude electronic information systems just as well as rather traditional sources,
such as, e.g., books, trainings and mgiartantly personal contacts.
Cool and Xie (2000), for example, categorized the information enviro
ment in a corporate engineering setting to contain:
1 electronic resources (i.a., computerized library catalogs, web browsers, e
mail, groupware),
1 electronic access systems (external comapzed database systems; in
house computerized database systems)
1 human information resources (i.a., information specialists/librarians,
people on project team, people in work group, people outside of the
company),
1 and other information sources (j.Books, manuals, technical memos)
While this exact classification does not claim validity outside of tleeifsp
context of a corporate engineering environment, it reveals the authors wide
scope of diverse types of information sources. Their analysisecdiccess
bility, frequency of use and satisfaction with these elements of the corporate
engineering information enviromment reveal
ent uses of information and communication resources, regardless of their
accessi Wi #84)t Rudherroreb their study showed a strang i
portance of colleagues and work group members as information providers.
This was also supported by Hertzum and Pejtersen (2000) who observed that:

AEngi neers search for dforpeopeetmdgetsdact o fi nd peo.
ments, and interact socially to get both oral and written information witimut e
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gaging in explicit searches. They do so to obtain information in effective ways
but still find that the major obstacle to seeking both oral and writtfr-in
mation is the cost/time involved in getting it. Further, oral information lacks
permanence while written information, such as design documentation, seems to
give an incomplete account of the context surdingp the specific issues trea
tedinthedocumet s. 6 (Il bid.: 776)
Such holistic analyses of the information environment enabled the idantific
tion of multidimensional patterns of information behavior and thustterbe
understanding of each single source of information and the interplay of all of
the awailable sources.

Whil e t he dnformatienpebviroorheftamsdé centn-al object of
vestigation of information seeking research may appear to be rather vague
and broad, it is considered an essential expression of its holistic and cognitive
researchapproach. An isolated view on one information (retrieval) system
and the way users interact with it may be suitable for evaluating the usability
of its user interface (HCI) or the performance of its retrieval performance

(IR). The full deliberation of possb| e poi nts of reference in ar

context, however, allows for the thorough analysis of the role of a specific
source of information and serves as prerequisite for any form of system d
sign. As a result, the present study shall take the fulkrsityeof information
sources in the workplace environment into consideration in order to come to
a holistic understanding of the role of social software as one source f info
mation amongst many and derive recommendations on how to integrate it
into the eisting information environment effectively.

3.3 Previous research on task -based
information seeking in the workplace

As the introduction of the field of INSU and its central concepts above has
shown, there is a considerable amoumntesearch within information science
regarding the way individuals seek information in a given informatiom env
ronment in order to satisfy an information need, i.e., reducetaitty when

being confronted with a new problem or task at hand. -Baskd mfor-
mation seeking research may be further characterized in terms of the subject
group and context it considers on the one hand, and its scientific perspective
or structure of conceptual models on the other hand.
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In the course of this research, a varietyiser groups have been studied.
In their longitudinal analysis Julien and Duggan (2000) also presented an
overview of the distribution of subject groups within INSU studies in the
1980s and 1990s (sémbleb). It reveals that the most surveyed context was
that of scholars and students with an average of 38% of the analyzed studies
I an observation common to many fields of research. Most importantly,
however, it highlights the low coverage of the workplanvironment in this
field of information science. This may be due to the fact that the cognitive
approach of information seeking research arose from the traditional field of
library science. Since such professional information services play only a little
role in most workplace environments, employees in industrial work contexts
have not been considered in many of the early theoretical models of info
mation seeking. It may also, however, be explained by the commonmssum
tion of a transferability of finding from scholarly information and
communication processes to the workplace and the natural difficulty- of r
taining access to observe and study employees in specific work task-assig
ments.

Table5: Subject groups studied in INSU resga

Group 19841989 | 1990'1994 | 1995 1998 |Overall Mean
(%) (%) (%) (%)
Employees 15 1.7 .6 1.3
General Public 12.3 7.9 15.0 11.7
Professionals 14.9 8.7 16.2 13.3
Scholars 13.8 22.4 19.2 18.5
Specific Group (other 9.2 10.4 14.4 11.3
Students 22.1 191 17.4 19.5
More than One 5.6 * 4.2 4.9
Unspecified 20.5 29.9 13.2 21.2
Sample: articles indexed with #iLibrargLliterea
tureindex
Periods: 19841989: n = 233 /1990.994: n = 241/ 1999.998: n = 206
*Forthh s period, fimore than oned and Auns

(adapted from Julien/Duggan 2000: 307)

The results of the above mentioned longitudinal analysis of literatgre su

gest accordingly #Af[ é] t hat nuestear ch

n

focus on academic groupso (I bid.: 306) .
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on this observation that it i s unknown whet
these groups remains popular for theoretical reasons, or whether they are
studied for reasons ofoavenience, since they tend to be availableeto r
searcherso (I bid.). Still, there is a varie
1991; Leckie et al. 1996; Choo 1993; Johnson 2004) that considered specific
groups of employees and workplace contexts. Astiomed in sectiorl.l,
previous research on information seeking behavior and the use of specific
sources of information has considered quite a wide range of workplaee co
texts, such as those of engineers (Coel/2000; Du Preez 2008; Ellis/Hau
gan 1997; Fidel/Green 2004; Hertzum/Pejtersen 2000), physicians (Gorman
1995; Leckie et al. 1996), lawyers (Kuhlthau/Tama 2001; Leckie et. al 1996;
Makri 2008; Wilkinson 2001) or social workers and puisivice emple
yees (Bystrom/Jarvelin 1995; Bystrom 2002/1999). This shows that the
workplace environment is increasingly relevant to INSUWlissl On the one
hand, most workplaces and industries today are heasflgraient upon so
c al knewdedge wok and t hieeraddligiiac undenstanding of the
way employees seek information in order to come to conclusions regarding
the design of the workplace information environment. On the other hand, the
context of employees in their every day work provides a multifaceteid en
ronment of different influence factors, such as situational context, oeganiz
tional context, infrastructure, or individual competencies, which may serve as
practical sphere for testing and refining theoreticabmerations.

As indicated before, the sjgat group is only one aspect of characterizing
existing research on taflased information seeking. Another distinction can
be made based on the perspective of research and the structure of conceptual
models resulting from it. As described in sect®h.3this dimension is part
of a classification of research models proposed by Ingwersen/Jarvelin (2005).
It refers to the question whether research aims at recognizing and modeling
behavioral patterns in a sequeahbrder so that information seeking beha
ior, relevance of sources and documents, or requirements fdaggelesign
may be anticipated in advance or whether it intends to prepare the ground for
any systerroriented research by analyzing the interrelatof various co-
textual factors and their influence on the information seeking behavior of
specific user groups. As mentioned above, these two perspectives may be
di stinguished according to I ngaersen and J?2i
lytical/static ad summary/process models. In the following, this distinction
will be illustrated by reviewing analytical (see secti®3.]) and process
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models (see sectioBL3.2 of taskbased information seekinglevant to the
research interest of this doctoral dissertation.
3.3.1 Relevant analytical models

of task-based information seking

The emergence of the cognitive approach of INSU studies to capheetsa
of human behavior in the interaction with informatiobjects and aafyze
the interplay of these defined central concepts of information seeking has its
origin in the development of conceptual analytical models of irditbom
seeking. Such analytical models are often narrower in scope than the more
general mdels of information behavior and are usually not aiming at expli
itly modeling an IS&R process as a sequence of activities. Howeveo; a pr
cess may be understood to underlie the objects represented. They seek to
classify the elements of a certain contexd &meir relationships in order to
generate testable hypotheses (cf. Ingwersen/Jarvelin 2005: 15). It focuses
rather on the whys and wherefores than the exact description of cextain b
havioral patterns. As a result, the different influence factors of irzftiom
seeking behavior may be identified and reconsidered in further analyses of
information source usage or the design of information (retrieval) systems or
environments.

Wilson (1997), for example, developed an interdisciplinary modeh-of i
formation belvior in order to explain the activating mechanisms, interve
ing variables and factors that cause an individual to react to a perceived
information need in a specific context by engaging in different activities of
information seeking, processing and usdil/this type of scope represents
a rather abstract level of social science, the field of-basled information
seeking has put forth a variety of analytical and static models that describe
the workplace context and relevant influence factors of infoomegeeking
and will provide a sound basis for this study. In the following section, some
of the most acknowledged conceptual models of-tasled information
seding in the workplace will be presented and reviewed in regards to their
relevance for the resrch interest of this doctoral dissertation.

Modeling the information seeking of professionals (Leckie et. al. 1996)

Regarding the workplace environment, the analytical perspective is viell sui

ed for describing the di onfedofeeeng el ement s
and using specific information sources. This may be revealed best with the

help of the work by Leckie et al. (1996). Based on the analysis and &terpr
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tation of empirical studies on the information habits and practices o6f eng
neers, hedit care professionals and lawyers, they developed a modei of i
formation seeking that claims applicability to all professionals in the
workplace (cf. ibid.: 160). In their analytical perspective they come to the
suppogion that
Al é] t he r o lasks undertatten byeprofedsiendls ih the course of
daily practice prompt particular information needs, which in turn give rise to an
information seeking process. However, information seeking is greatlyeinfl
ced by a number of interacting variables, whigm ultimately affect the du
come. Furthermore, any of the components of the model can occur simulta

neous vy , thus representing the true complexity
(Ibid.: 180)

— .
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Figure11
A model of the information seeking of professionals (Leckigl. 1996:180)

In their original model of the information seeking of professionals Leckie
et al. therefore described the interplay of work roles, tasks, characteristics of
information needs, sources of informaticewareness of information and
outcomes of the information seeking activities (sgare 11). It offers a very

o 1
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broad overview of the central elements in the context of workplace- info
mation seeking andigtinguishes certain significant themes. It is concluded
that the information need is heavily influenced by the-tadrelationship
and the work environment. Accordingly, the information seeking behavior of
professional s i s i [adnentbfiagdricuar rolecandat ed t o t
its associated taskso (Il bid.: 181). Thus,
to be examined closely when contextualizing the information behavior of in
dividuals.

These include a companyostyotiofer-por ate cul
mation systems and sources and the commitment to professionalpdevelo
ment. Predictability of tasks, degree of urgency, task complexity and
individual demographics are other factors identified by the authors of this
model (cf. Alwis et al. 2006370). This is specifically related to the payee
tion and formulation of an infarmation ne
ture of the specific profession, and factors such as age, career stage, area of
specialization, and geographic location, can influerntbie formulation of the
informat i on needod (Leckie et al. 1996: 183) .
the explanation that A[ é] the | evel of <co
and urgency, and whether the information need is anticipated or unexpected
togeher will affect the informatios eeki ng acti vity wundertak
Leckie et al. then argued that in the course of such activities the awareness of
information and available sources can determine the path that information
seeking would take.

fi B a s eareview of the literature, some of the most important variables in
this regard were found to be (in random order) familiarity and prior sucaess (r
sults obtained from strategy or source), trustworthiness (how reliable pr hel
ful), packaging (convenienceisefulness, and others), timeliness (found when
needed), cost (relative cesffectiveness), quality (level ofthil, accuracy, and

so on), and accessibility (relative ease of
Altogether, this model and the according consideratgislight the general
perspective of analytical maatizatibors by stres

of why and how a professional seeks information cannot be reduced to a

simplistic analysis of sources alone but, rather, involves a greaterstarde

ding d the various roles a professional performs and the associated tasks that

prompt a need for ff))nformationo (I bid.: 18°

Relevance for the research interest of this study and criticism
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With its focus on the rolaskrelationship this described model iifor-
mation seeking of professionals is of major significance for the context of
management consulting. Since the work in this domain is characterized by
everchanging project assignments, work roles and tasks the identified inte
action of these elementeed to be taken into consideration in regards to the
information seeking behavior and source usage of young professionas. Esp
cially the characteristics of information sources named by Leckie et al.
(1996) (Bmiliarity and prior success, trustworthinepackaging, timeliness,
cost, quity and accessibility) furthermore provide a guiding framework for
assessing the potential of social software applications as information sources
in the workplace. The model does not, however, go into further detaitiregar
ing the different activities people engage in when seeking information. As it
is characteristic for analytical models, Leckie et al. thoroughly identify co
textual elements that influence information seeking but do not go into detail
in regards to a commobehavioral pattern itself. Thus, this model may well
guide the further considerations and development of the methodical approach
of this thesis, but it does not provide any conclusions as to when and for
which purpose social software may serve as anrimdtipn source in the
workplace of young professionals.

The interplay of task complexity, information types and information
sources (Bystrom/Jarvelin 1995; Bystrom 1999)

As briefly discussed earlier, the concept of task, which is central to the co
sideration of information seeking behavior in the workplace, is mast i
portantly characterized by its complexity. The different types of task
introduced in sectioB.2.2thus represent different levels afpriori deterni
nability, i . e. structurednessx-of a taskos
pected result. Rthermore, it has been shown that information may also be
distinguished in regards to its type (see secB@3. In the course of their
anaysis Bystrom and Jarvelin (1995) have developed an analytical model
that describes the interplay of these central concepts and how task demplex
ty affects infornation seeking and use. Based on a qualitative investigation in
a publc administration setting the relationship of task complexity, ssacg
information types, information channels and sources were analyzed at the
task level. The findings indicated systematic and logical relationships among
task complgity, types of inform#on, information channels and sources.
This may be reconstructed by the way incidents of informatiokirep&vere
abstracted in form of a work chart structure (fgere 12) (cf. ibid.: 191).
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Situational
Factors

Task Category

Worker‘s Ambition,
Education and Experience

Category of
Information Need

-

Information Channels
and Sources
Considered

Evaluation of Sources
Channels Used Used Reasons for Use

l

Final Evaluation

Figure 12 The work chart structure (adapted from Bystrom/Jarvelin 1995: 200)

It reveals the assumed influence a task category has on the typerof info

mation need and in turn the way the information type influences thedeonsi
eration ofinformation channels and sources and how they are evaluated by
the individual. Furthermore, the chart shows that situational (e.g., available
time) as well as personal (e.g., ambition, education and experiencel)-and o
ganizational factors (e.g., work rolppsition) affect the interpretation of
information needs and finally the way information is sought. The dominant
distinctive element of the context of taslised information seeking acder

ing to Bystrom and Jarvelin (1995), however, is task complexitgy Tan-

c
1
1

|l uded that fA[é] as task complexity

the complexity of information needed increases,

the needs for domain information and problgofving information m-
crease,

the share of generglurpose sources increases and that of prolaledh
fact-oriented sources decreases,

the success of information seeking decreases,

ncr e
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1 the internality of channels decreases, and
1 the number of sources increases
(Ibid.: 211).

In addition to these first considerations, Bystrom (1999) further studied
the effects of perceived task complexity on the relationship between info
mation types and information sources. Based on fairly extensive empirical
data in the workplace environment eleven statements were presented that
offered stadpoints on informationseeking activities in task performance
processes. From this analytical perspective the following conclusions were
der i ved a modlrheghigher the degrea of task domplexity, the more
information types are needed, and the greater the share of psopbeirces
and the smaller the share of documentary sol
the realization of the described relationships and influences of the analyzed
concepts on taskased information seeking, these findings illustrate the type
of results tlat may be derived from analytical models with the aim to classify
the ebments of a certain context and their relationships in order to generate
testable fipotheses.

Relevance for the research interest of this study and criticism

The awareness of the inpdaty of task complexity, information types and
information sources is an essential prerequisite for being able to evaluate the
role of social software as an information source in the workplace of young
professionals. The above described analytical coratides indicate that
there will be no universal answer to the question whether to promote the
inclusion of social software applications in the information environment of
management consultants or not. It rather highlights the need for a multi
faceted analyis of specific use cases and situations where these types of
applications may offer an informative valadd to the existing information
environment and the respective definition of approaches on how to adapt the
information environment accordingly. Hendbe developed types of info
mation as well as types of tasks will need to be considered in the fuether d
sign of this study. Since the presented explanatory framework, however, does
neither provide insights into the different activities of informatioaksgy

nor clues about their sequential order, this model may not serve as guiding
theoretical foundation for the research interest of this doctoral dissertation on
its own. Furthermore, it needs to be evaluated whether the findings derived
from a context b public administration work may be transferred to other
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work domains. As a result, some of the concepts may need to be refined or
extended.

Dimensions and factors influencing information source preferences

(Alwis et al. 2006)

While the above presentedadytical models focus on a variety of caoxtigal
elements and their interplay, Alwis et al. (2006) specifically focused on the
dimensions and factors influencing the choice of information sources. Based
on an extensive literature review they examined thesformation in nma

agersd information seeking behavior. Thi s
formal organization or its subunits and their behavioral approach to seeking
and handling information at wor k. They de

work to becharacterized by high workloads, diverse and complex tasks,
fragmented work, time constraints and the need to choose betweea-altern
tives based on cost, benefits and outcomes (cf. ibid.: 363). This highlights the
importance of seeking and processing infation successfully in order to be
able to solve complex tasks and come to decisions required to fulfill their
managerial role.
AfRegardl ess of whether it i snforamatiprer sonal , do:
source, each information source displays chargstics that make it appropriate
for some situations and not others and as a result today, the selectionosf appr
priate information sources is a critical issue that managers are requirea-to ha

dle in the course of their work.o (Il bid.: 3¢
The selection riteria managers commonly apply have been analyzedlby A
wis et al. to range from Auseré&s percept.i
teristics of the information sources to criteria that may be econoontial,s
physical, psychol odgid}k Ad a resuilt,dthe maircch nol ogi c al

mensions and factors influencing information source preferences were cat

gorized to be:

1 contextual (work related)

1 situational (organization/environmental)

1 personal/socieultural

1 informational.

These factors werarranged in a fodframed figure (sedigure 13) to pro-

vide a complete overview of the key dimensions and the phenomena that may

influence managersod6 preference for informatic
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a. Contextual (work related)

= Work roles

= Position in hierarchy (power)

= Nature oftask and task environment (complexity/
uncertainty/ambiguity/time available for task)

= Role/task relationship

= How situation is perceived

= Pursuing multiple work-related objectives

= Pressure to produceresults

= Potential audience

= Information environment (individual)

= Level of discretion to pick information source

= Geographical distances

= Access to technology

c. Personalisocio-cultural
= Cognitive styles
=Age
= Gender
= Educational/professional qualification
= Work experience
= Years with company (current knowledge state)
= Personal goals
= Personal information seeking/processing
styles/preferences
= Level of user sophistication/information literacy
= Habitual preferences for information sources
= |T skills
= Membership of professional organizations
= Membership of other organizations
= Relationships/networking/individual communication

d. Informational

| b. situational (organizationallenvironmental)

= Company goals and mission

= Size of company

= Organizational structure (centralized/decentralized)
= Company performance

= Corporate culture

* Motivationfincentive to search for sources
» Customer orientation of company

= Technology available

= Information environment (corporate)

= Corporate communication flows

= Commitment to professional development

= Nature ofthe industry (perceived importance/complexity/ rate of change

and uncertainty
= Environment factors (complexity/uncertainty
= Competition

= Acceptable quantity

= Accessibility of sources (social/leconomic costs, physical proximity, time

taken, effort, convenience)
= Availability
* Choice of sources
= Costs
* Documenttype
= Easytouse

= Awareness, familiarity, experience and prior success with source

= Format (full-text/abstract)

= Information richness (clarity, response speed, offer multiple information
cues and channels simultaneously, interactive, personal focus, filtered,
adaptable, summarized, integrated, actionable and specific; factual and

relevant; variety of language for ease of understanding)
= Position advocated in the information

behavior
= Social Influences

= Quality of sources (accuracy. authoritativeness, comprehensiveness,
credibility, currency, reliability (individual/institutional), validity)

= Quantity available

= Response speed of source

= Specificity of need (unique/specialized information)

= Technology (speed of loading)

= Trusted

Figure 13 Overview of dimensions and factors influencing information source
preferences (adapted from Alwis et al. 2006: 373)

This review of literature and analysis of influence factors on sourée pre
erence added a specific perspective tactiikection of analytical information
seeking models that allowed for conclusions on a high level of detail. As

such, it is summarized, e.g., that dAstudies
managers place very heavy reliance on people as sources ofanforo n o
(Ibid.: 362). In regards to internet sites and web applications as sources of
information it was referred to Hirsh (2000) amongst others who suggest it:
Al é] reveals that, t hough worksivelgay require i

with information, less than half the respondents used the WWW to find-info
mation relating to their work, and when used it is not to share informatidn rela
ing to the status of their current projects but to disseminate information about
completed projects. o (1bid. 365)
While there are a variety of studies reporting such findings on information
source usage (see for example also se@i@r?, the developed analytical
matrix by Alwis et al. (2006) provides a comprehensive \degr of dimen-
sions and factors influencing information source preferences. Thejueo



110 3 Central concepts and previous findings of information see&segurch

ded, however, that there is a gap in INSU research regarding the analysis of
information source preferences in the workplace environment, specifically in
regards to theeverchanging information environment of the Internet and
emerging web applications.
i Mo r -depth studies on this aspect would be useful for information providers
and professionals as it would enable them to customize products and services
more effectiely for the users; and would have a spiler effect on managers
who would be able to acquire information efficiently and skillfully from the
most relevant sources and add value to their

Relevance for the research interest of thislg and criticism

Apart from offering a valuable classification of factors influencing the choice
of information sources in a complex and challenging work enmiemt, the

study by Alwis et al. (2006) provides a comprehensive review of relevant
literaturein the field of INSU research. In the line of the here presentad an
lytical models this study rather represents a full overview ofienite factors

than offering an explanatory model regarding the interplay of the identified
dimensions and factors. Theview of existing studies on information source
usage, however, provides significant findings for the research interest of this
study. On the one hand, the relevance of personal contacts as major sources
of information emerges as central theme for 4aated infomation seeking

in such complex workplace environments as described above. On the other
hand, the research shows that there is a need to further extend existing ana
yses by considering emerging technologies and information environments,
such as thesocial web. As the classification of influencettas has shown,
however, the potential of social software applications to serve as valuable
sources of information in the workplace does not only depend upon the cha
acteristics of the respective sites ahdir content but upon a variety a-a
pects, such as ease of use, respond speed of source, level of trust, or
information richness. To what extent the conclusions from Alwis et al. apply
for the subject group of young professionals in management consulting
however, will need to be evaluated.

3.3.2 Relevant process models of
task-based information se&ing

I n addition to the analyses of an empl oye:
influence the way information is sought and the type of chosen iafiam
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saurces, information seeking research examines the different activities an
individual engages in when being confronted with a new task or an info
mation need. Hence, there is a rich and diverse field of INSU research that
describes the information seekinghbgior of certain user groups in aopr

cess structure of sequential phases of activities. This perspective hads the a
vantage of describing a closed timeframe of information seeking and use,
which may be observed and categorized more easily and preciselsutia
abstract and general features as in the previously presented analytical models.
As a result, all of these process models are strongly connected withnthe co
cept of task and the initiation of information seeking activities by a specific
information reed. Their common goal is to identify recurring patterns of
human behavior in order to anticipate certain actions, thoughts or feelings.
This way information (retrieval) systems, user interfaces, or information
environments in general may be adapted ttagecontexts and user needs.

Table6: Classification of process models of tdsksed information seeking

Ingwersen/Jérvelin's Scope Structure Method Type Applicability
Model Dimensions

Info-Seeking (broad vs (procgss Vs (abstract vs (summgry Vs (general Vs
Models & Observation narrow) static) concrete) analytical) specific)
Ellis / Wilson

R ;89 / ;999) Broad Process Concrete Summary General
Marchionini (1995) Broad Process (Abstract) Analytical General

Concrete ;

Kuhlthau (1991) Broad Process (Abstract) Analytical (General)
Cheuk (1998) Broad Process Concreto Summary General

(Abstract)

Based on their relevance for the research interest described in dettion
and their coherence in regards to scope, structure, method, type and-applic
bility (seetable 6), the following models of taskased information seeking

were selected to be reviewed:

)l

=

EIl | i s 6 stichaddinfarration seeking activities (1989) (arranged in
a process model by Wilson (1999))

Ma r ¢ hi o nprosessgssof irfauntation seeking (1995)
stages of

Kuhl

t hauos

t he

i nformat
C h e uirfodnsation seeking and ugirsituations in thevorkplacg(1998)

on

sear cl
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ElIli s6 behavioral approach to information

As explained in sectioB.1.3 the presented analytical models of infation
seeking differ in perspective and structfran processoriented models. The
difference between these perspectives is best demonstrated with the help of
the research by EIlIlis (1989)ppreanhd Wi |l son (
to information retrieval sysgeekimg desi gno (
patterns of academic social scientists was analyzed and categorized in a static
set of six features of information seeking:
fiStarting activities characteristic of the initial search for information;
Chaining following chains of citations or othéorms of referential connection
between material;
Browsing semidirected searching in an area of potential interest:
Differentiating using differences between sources as filters on the nature and
quality of the material examined;
Monitoring: maintainingawareness of developments in a field through the mo
nitoring of particular sources;
Extracting systematically working through a particular source to locate mater
al of interest.o (lbid.: 178)

AiThis work was extended t ovhighlioynsithati st s and cl
the original model fits behavior in these fields with very little modification, the
principal being the adduganll99/mh38s)f the categori
Verifying checking the accuracy of information;
Ending 6t yi ng uhpough afma seareh.n(al. $Vilsont1999: 254)
Al toget her , ElIli s6 theoreti c alidednod el of i
an overview of different phases of information seeking. It remained,\howe
er, on a static level and did not define the interrelatichese steps or model
their sequence of occurrence. According to Ellis the respective order would
result from A[é] the unique <cirncumstances
ties of the person concerned at. that part.
Regardl ess of a specific process, t he gat
text was then used to derive recommendations for the design of an info
mation retrieval system to account for the specific features of iafmm
seeking.
It was Wilson (1999ho transferred this static model to a process model
by arranging the different stages of information seeking according to their
mo st probable order of appearance. He pr e
O0startingd must initinustendihlItplsoseemesss and t h
reasonable to suggest that o6éverifyingé is
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t hat 6extractingd must follow on from a spe
6browsingé6o (I bid.: 254) . He concluded that
dagrammatic presentation of EI'l'i sé model ma \

the features of information seeking in a process modefitage 14).

Bmwsmg
Starting Differentnatmg Verifying

Figurel4 Wi | sonés dr wmde £d Imesde behavi oral framework of
seking (adapted from Wilson 1999)

This adaptation of EIlisdé model did not c¢h:
rather specified it according to a certain research interest. Based orothis pr
cess perspectivdeveloped by Wilson different conclusions regarding the
design of an information retrieval system or generally regarding theaalloc
tion of a context and processensitive information environment may be
drawn.

Relevance for the research interest of #tigly and criticism

Even though Ellis (1989) did not necessarily consider the classicsiiradu
workplace environment, this theoretical model of different features af-info
mation seeking and their sequential arrangement by Wilson (1999) provides a
valueble understanding of different phases and activities of active-info
mation seeking relevant for the research interest of this study. Thepdescri
tion of the different activities involved in the way social scientists generate,
comnunicate and utilize inform#n draws a very detailed picture of task
based information seeking. Furthermore, it represents one of the mast infl

enti al model s that coined the wvognitive pers
i our al aspects of wuser sod rmtheddesigmaEdt i on seeking
information retrieval systems (which is a commonplace of the user studies

literat ur e) o (EIlis 1989: 202) . It may be assum

focus on electronic information retrieval systems disregards the role of other
relevant nformation sources in the workplace context of this thesis. Still, its
fit for modeling taskbased information seeking behavior of young mofe
sionals in management consulting needs to be evaluated.
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The Information Search Process by Kuhlthau

One of the mst widely received process models of information seeking is
Kuhl thaubés information search process (IS
et al. 2008). Based on a series of empirical studies in a library amd info
mation setting, this model identified the difet stages of thoughts, feelings

and actions secondary school students undergo during an extensive research
assignment. During the 90s, the model was further extended to other contexts
and user groups and thus established the ISP as a central concdpt-of in
mation seeking research. With its particular focus on the affective component
of information seeking, Kuhlthau described the levels of uncertainty and
frustration that individuals experience in the respective stages of information
se&king. The model ajns the affective, cognitive and physical level along

the identified stages of information seeking (Bgere 15).

Initiation Selection Exploration Formulation Collection Presentation Assessment
Feelings Uncertainty ~ Optimism Confusion Clarity Sense of Satisfaction or Sense of
(Affective) Frustration direction/ Disappointment  accomplish-

Doubt Confidence ment

Thoughts vague focused Increased
(Cognitive) increased interest :::;-reness
Actions seeking  relevant information seeking pertinent  information
(Physical) Exploring Documenting
Figurel5 Kuhl t hauds affectivearadh®doeds of the I nfor ma

(adapted from Kuhlthau 2004: 82)

According to this model, the beginning of each information search pr
cess i s charidtiatioredr i pzheads ebhy Tehn sé i s where th
becomes aware of a gap in knowledge or a lack of understaadch¢hus
feels confronted with a high degree of uncertainty. (cf. Kuhlthau 2004.) 45
Accordingly, the thoughts are still described as vague and the main action is
to discuss possible ways of how to approach the problem at hand. It-the fo
| owisaleriond6 st age A[ €] the task is to ident.i
topic to be investigated and the approach
selection has been made, optimism arises and the requirements of a task as
well as the overall conditions for solgjrthe problem are assessed. Often a
preliminary search is conducted in order gather an overview of alternative
topics and approaches. In contrast to the common assumption that unnacertai
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ty is continuously reduced during the process of information seeking,
Kuhl thau then observed daxgloationdi n addhievif ol | owi ng
uals tend to feel confused and uncertain. This is explained by the fact that
information on the general topic is gathered in order to extend the personal
aspects of the topic, whilde individual is still unable to express precisely
what information is needed.
AActions involve locating information about th
come informed, and relating new information to what is already known. In this
stage the informatiorencountered rarely fits smoothly with previousigid
constructs, and information from different sources frequently seem®-inco
sistent and incompatible. o (lbid.: 47)
The foll owing stage o formulationd r mad-i conseeki ng,
ered to be th&urning point of the ISP. A focus is selected from the pressou
ly gathered overview and uncertainty diminishes while confidence increases.
The individual now has regained orientation and can go on to formulete qu
ries for a retrieval system or any othgpe of information source. In the
&ollectiond phase the search is conducted and information related to-the f
cused topic is gathered. Kuhl thau states the
sense of direction, can specify the need for pertinent, focusethnation to
intermediaries and to systems, thereby facilitating a compselgesearch of
available resourceso (pledematibnda n & ). Finall vy,
sessmeii describe the conclusion & a search, t
ered informatbn and the evaluation of the achieved aqgaiishment.

Relevance for the research interest of this study and criticism

As it is characteristic for this type of holistic and cognitive research,
Kuhlthau employed a variety of research methods. These rdrayadour-

nals, search logs, questionnaires, interviews to assigning participants certain
tasks (e.g., write a paragraph or draw a flowchart of the process they had
foll owed). Consequently, Kuhlthaubés research
of data gathéng methods and the level of detail of the concluding results.
The derived model provides a deep understanding of the affectiveoeomp
nents of information seeking and identifies common activities and stages of
the information search process. Altogetheappears to provide a promising
basis for understanding the way young professionals seek information in the
workplace with the right level of scope and perspective relevant to this thesis.
Even though the ISP has been applied to other contexts and usps,grou
however, the summarized descriptions of the process stages expresses
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Kuhl thaudéds primary research focus on the

for supporting academic scholars and students in their research. Also the
affective component of informah seeking shall not be of central interest to

this study. Whil e Kuhlthaubés | SP offers

states of the information seeker, it does not go beyond the level of activities
in order to classify and analyze the role of infation sources. Furthermore,

the ISP lacks the consideration of external influence factors such as time
constraints, task complexity or source accessibility. This criticism, however,
applies to almost all process models of information seeking and willrbe fu
ther discussed below.

The subprocesses of information seeking by Marchionini
Another central process model of INSU research that needs to bderedsi

for the purpose of this studyaions Marchi

seeking in electronic emagnments. This model also represents the discussed
scope of information seeking as the author considers it to bedarfiental
human process closely related to learning and probldming that is a d
rected (purposeful) activity (cf. ibid.: 6). The followy description of the
interrelation of different theoretical concepts such as learning with-info
mation seeking emphasize the importance of this type of research for the
organizational and workplaceelated perspective. Marchionini considered
information seeking to be:
Al é] a type of Il earning, because the
Information seeking differs from learning according to the degree of retention
desired; learning demands retention and information seeking may use the i
formaton for a temporary task. Much of information seeking may requine-ide
tifying and retrieving previously stored infoami on. 6 (| bi d. : 8)
He categorized the relationship among key processes in the workplace env
ronment as depicted figure 16.

goal

d

(O |

i
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Figurele Mar chi oni ni 6s categorization of the relation
(adapted from Marchionini 1995: 9)

Within this theoretical framework Marchionini focused his studiesnen i
tentional information seeking as a process driven by an information problem.
This process is composed of a set of-puiresses. As a result of his-r
search, Marchionini defined the following stages of information seeking as
follows (cf. ibid.: 51ff.):
1 Recognize and accept an information problemThis subprocess can
be either internally or externally motivated. The model defines this phase
to build the awareness of the individual that a problem exists and needs
to be solved by engaging in informationeking activities. This stage
theef or e may be compared to the above descril
Kuhlthau.
1 Define and understand the problem Having accepted a new flem
(or task), the next critical step is to define and understand the prdblem.
is a main characteri st i cprooeksisvatr chi oni ni 6s
necessarily limited and may also coexist with any of the other sub
processes. Accordingly, this stage remains active as long as thaanfo
tion seeking progresses. In order toneoto an understanding andfide
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the problem, it must be limited, labeled and a form or frame forrithe a
swer detemined.
1 Choose a search systenChoosing an information source in order to
seek information relevant to the defined problem depends dndivid-
ual 6s previous experience with the task
personalmformation infrastructure and the expectations about the answer
that may have been formed while defining the problem and the task.

Mar chionini p o iiswvelsknoosvi that ibfdrraation $kg € ] it

ers prefer colleagues or human sources to formal sources and tken pro

imate sources of informationandedsyuy se systemso (Il bid.: 52
1 Formulate a query. The granularity of this model is revealed by this

subprocessnd is a result of Marchk4d oninidés f .

tive information retrieval systems and the design of the hucoamputer

interface. Thus, query formulation is defined as a phase of information

seeking. It involves matching the perception of témk with the system

selected. Mar chi oni ni reported that [ é
formulation identifies an entry point to the search system and is followed

by browsing and/or query reformulations?o

1 Execute searchOnce the querizas been formulated, physical actions to
access an information source are executed. These are influenced by the
information seekerés ment al mod el of th
of a search also depends on the accessibility of the source andh-may i
clude actions like articulating a question verbally, picking up a volume,
or pressing a key.
1 Examine results The list of results or information retrieved from the
information source needs to be examined. This is done in to assess the
progress towards congilng the informatiorseeking task.
AiThis examination is dependente-on the quan
sponse and involves judgments about the relevance of information co
tained in the response. Situational relevance (in comparison with logical
relevance) is more specific to the relevance judgments that information
seekers make as they examine intermediate
9 Extract information : Examining the results of a search is highly linte
linked with extracting information frorthe gatheredhformation objects.
This requires a series of activities such as reading, scanning, listening,
classifying, copying and storing information. As information is extracted,
it is manipulated and integrated intotméior mati on seeker 6s kno\
of the domain.
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1 Reflect/Iterate/Stop Finally, the individual evaluates the progress in
regards to the identified problem. This provides the basis for the #ral d
cision of whether to iterate or stop the process of information seeking,
which applies cteria such as completeness, quality, time dfafte
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Recognize Define Select Formulate Execute Examine Extract Reﬂec!
Accept Problem Source Query Query Results Info Stop
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l[ (o I (S A L
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el Default Transitions
= = => High Probability Transitions
———> Low Probability Transitions

Figurel7 Mar c hi oni ni 6psocessesthEriformation seekihg
(adapted from Marchionini 1995: 50)

These sulpr ocesses may be A é] cuiynsi dered as f
modul es that may be called into action recu]
Accordingly, the process of the defined stages of information seekinghis hig
ly iterative (sedigure 17). This is expressd by the transitions of high or low
probability included in the model. As a consequence of this researaf on i
formation seeking behavior, Marchionini called for the design of highly i
teractive user interfaces that consider the described human behagior an
support the access to electronic information environments.

Relevance for the research interest of this study and criticism

The work of Marchionini is relevant to the research interest of this study in
many ways. As mentioned in sectidril and further elaborated above, the
perspective on information seeking in the workplace to be a part of-know
ledge work and learning is highly significant for the work context of young
professionals in management consultingrtitermore, the scope and pers
pective of the defined sylrocesses of information seeking allow forex d
tailed understanding of common activities and processes individugdg e

in when being confronted with a new problem. With a focus on the design of
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user interfaces for accessing electronic information environments; Mar

chioninbs research provides a soutng basis for
social software as an information source in the existing information @aviro

ment at the workplace. As Kuhlithtus mo d e | of the | SP, howeve
detail does not necessarily match the perspective of this study. The granular

ty of the identified suiprocesses is very high. Differentiatingtlveen query

formulation and query execution, for example, might beful when anaby

ing the interaction of i ndi vidsal 6s with
tem, but does not apply to the usage of information sources with less

interactivity and control. Furthermore, the model lacks a deeper analysis of

different infomation sources and their role for each stage of information

seeking. Hence, a differentiated analysis of the potential of social software to

support any of the surocesses in particular may not be possible. Finally,

the above mentioned criticismof Kuma u6s | SP reganding the |
sideration of contextual influence factors on the information seekings/beha

ior also applies.

Cheukds I nformation Seeking and Use Proce:

Ultimately, a process model of information seeking behavior deedldyy

Cheuk (1998) shall be reviewed in the context of this doctoral diseart

With the aim A[é] to empiricahbkibny devel op
seeking and use process model (or ISU process model), that can mdaningfu

ly reflect reallife pract i ced (1 bid. ). Chetaxkof st udi ed tt
auditors and engineers in Singapore. This subject group vesgrclisince
Al é] they have |l ong been recognized as 0k

access, use, evaluate and generate large amount ofrméot i on at wor ko
(Ibid.). Participants of this study were interviewed regarding their everyday
audit assignments or engineering projects and how they seek and use info
mation in order to answer questions they have in mind. This way a set of
characteristiddSU situaton8 wer e extracted and stabil i z:
a framework for identifying information behavior (which include gbwl,
cognitive and affective aspects of information seeking and usetiesiv
distinctively associated to each ISU sttaa (cf. ibid.):

fiTask Initiating Situationthis is the situation when participants perceive they

have a new task to work on;

Focus Forming Situatianthis is the situation when participants perceive they

have to gain a better understanding of how theyukl go about carrying out

their tasks or solving problems;
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Ideas Assuming Situatioithis is the situation when participants are forming
ideas about how to carry out their tasks or to solve problems;

Ideas Confirming Situatiarthis is the situation wheparticipants are ying to
confirm the ideas they have assumed;

Ideas Rejecting Situationhis is the situation when participants encounter- co
flicting information or they cannot get the answers they need to confirm their
assumed ideas;

Ideas FinalisingSituation this is the situation when participants are trying to
seek formal consensus to finalise their ideas;

Passing on Ideas Situatiothis is the situation when participants are présgn
ideas to targe?Bed audience. o0 (Il bid.)

Task Focus Ideas [EER Ideas Passing

Iniatiting Forming Assuming i Rejecting Finalizing on Ideas

Figure 18 Seven Information Seeking and Using (ISU) Situations in the Workplace
(adapted from Cheuk 1998)

Apart from defining these phases of information seeking, which were a
ranged in a process (séigure 18) but were not necessarily considered to
follow any specified sequential order, Cheuk analyzed the correlation of each
situation with the participanis:

1 choice of information sources,

1 information relevance judgment criteria,
1 information organization strategies,

1 information presentation strategies,

1 feelings, and

1 definition of information.

33 In the full doctoral dissertation of Cheuk (1999) three more situations wereocateg
rized: OApproval n@rrartiinmgd, admbe sdAgpmpr@es al Seekingi
however, not possible to get access to this publication (even though the author was
contacted as pposed under http://communication.sbs.eétiate.edu/sensaaking/
diss/dissabscheuk99.html). Accordingly, it Wik referred to the results lgished in
Cheuk (1998).
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Thus, it attenuates great parts of the earlier described criticism of other

process models of information seeking. Cheuk comes toaheusion, for

exampl e, t hat in 6ideas conformingdé and

turned to specific and authoritative information sources, while they used

easily accessible, general information sources (e.g., magazines and Internet)

in 6fmoecuationgd situations (cf. ibid.). Furt
[ élj in Task Initiating and Foces Formul ati
ferred to as data, events, physical items, figures, words etc. In Assuming Ideas
Situation, i nftdromat irmanw lWedamewvhidc h can be ap
Confirming and Rejecting Situations, 6i nfor
facts and reasons. I n Ideas Finalising Situ
consensus from boss and clients. And in Paseing | deas Si-tuati on, Oi
mationdé i s per son ailaddédramdiilteredintpeagemamsis et s, v al ue
formation. o (Il bid.)

O

Relevance for the research interest of this study and criticism

In particular, this final analysis of correlations between the diffesitia-

tions of information seeking and use and the above listed elements disti
guishes this model of tadkased information seeking from those previously
mentioned. Cheuk (1998) scope and the subject group and context of the
study promise to be highlselevant for the research interest of this thesis.
The convergence of the process and analytical perspective expressed by the
analysis of differences in information source usage according to thé ident
fied ISU situations reveal first steps into the righection of accounting for

the criticism of prior models. The level of detail, however, with its reference
to the concept of ideas as driver of information seeking behavior appears to
be very abstract. A detailed analysis will have to prove whether tiepts

and phases of this model may be applied to the context of management co
sulting and therefore serve the purpose of this doctoral dissertation.

3.3.3 Summary of relevance and criticism
of analytical and process models

Reconsidering the statement by Vakka et al . (1997) that A é
information needs and seeking (INS) studiesoixreate knowledgevhich

supports humanand organizationsn their use of informatiorand their @-

sign of information systemsoof@mh-bi d. : 7).,
lytical and process models of tasased information the relevance of each of
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these studies for and influence on this PhD project is evident. In order to be
able to analyze the role of social software as an information source in the
workplace of youg professionals and to determine ways to adapt thé exis
ing information environment in a specific context accordingly, the context
itself, the information environment and common behavioral patterns of this
user group need to be thoroughly understood. Waikaytical models -

sent valuable explanations for the influence of different contextual factors on
the information seeking and the choice of information sources, process mo
els identify common activities of information seeking and their sequential
order.

As a result of the analytical perspective, the different influence factors of
information seeking behavior of individuals in a specific context may be
identified and thus conclusions may be drawn with regards to the design of
information environments a@pecific information (retrieval) systems. Hence,
this analytical (and mostly static) perspective on the user context provides
valuable insights for the research interest of this thesis. It enables the ident
fication of relevant elements and factors in Warkplace of young proge
sionals that influence the way they seek information and use specific sources
of information, such as social software applications. Which of the different
factors that were identified in previous studies play an important raleein
workplace of young professionals in management consulting and in how far
they are suited as explanations regarding the choice (or denial) of social
software applications as sources of information will need to be investigated
in the course of this doatal dissertation.

As a result of the process perspective, common activities of information
seeking and their sequential order may be identified in order to anticipate
typical actions, thoughts and feelings an individual might encounter in the
process of duing a specific task. The previsouly presented process models
offer different classifications of these activities and model their procedural
occurrence. In most of the cases, however, they have a slightly differing pe
spective or have been developed ia tontext of higher education, libraries,
or with very specific test groups such as engineers, nurses, or physicians.
Furthermore, previous studies have shown that information seeking rarely is
a unidirectional and seltontained process. Conceptual maedel the po-
cess perspective on tablsed information seeking therefore need to account
for iteration and multdirectional paths. Altogether, the fit of the existing
models of taslbased information seeking for the purpose of analyzing the
role of socialsoftware as an information source in the workplace enviro
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ment of young professionals in management consulting will be furthar-eval
ated in sectio.3.1

Thus, the presented existing conceptual models feitased information
seeking of professionals are well suited to guide the development @-the r
search questions and methodical approach of this thesis. It has been shown,
however, that the analytical and process perspective in INSU research so far
seem tocoexist without considering findings from the respective other. In
order to serve as a theoretical framework for modeling-thasked info-
mation seeking behavior of young professionals in management consulting,
all of the concepts and findings of previaesearch ought to be combined.
The resulting model should describe the different activities of information
se&king and furthermore include such interdependencies as the choice of
information sources or the order of information seeking activities with the
complexity of the task at hand or the type of information needed to solve it.

3.4  The information seeking behavior
of young profe ssionals

In addition to the general findings in INSU research regarding thebtessd

information seekingpehavior in the workplace, studies with a focus on young

professionals shall be reviewed. The importance of this subject group is not

only justified by the research interest of this study but also by the role that

information seeking plays for newcomers a corporate organization. As

Mar chionini (1995) has pointed out: Af é] |
of |l earning, because the goal in both cas:H
Accordingly, new joiners naturally are highly dependent upon effedt-

formation seeking strategies and the competency to find the information r

quired in order to enter into existing organizational structures and to meet the

demands of their newly acquired work role and first work tasks. Theesnabl

ment of such processés not only a question of personal development but

also of organizational performance. It is a key to success for@daspoa-

tions to bring new employees up to speed effectively, so they can soon start

to create a valuadd for the business. Apart frotheir own educational

background and expertise job entrants might bring along, they will need to
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learn, i.e., seek information from colleagues, clients and from their own pe
sonal experience in their first years in the workplace.
As section2.2.2has shown there is a variety of studies on the media and
information source usage of young adolescents in general. Furthernmre, se
tion 1.1 has revealed that the informatiseeking behavior of professionals
and its influence factors have been analyzed to a large extent. Investigations
that combine these perspectives and examine the information seeking beha
ior of young professionals in their first years in the workplaceydver, are
rare. Only a few studies can be considered relevant prerequisites fer the r
search interest of this doctoral dissertation. Miller and Jablin (1991)xfor e
ample, examined the information seeking behavior of new employees during
organizational emy. This was also the research interest by Morrison (1993)
who explored the types, modes, sources and outcomes of newconmer info
mation seeking. Furthermore, these studies shall be reviewed in an exemplary
manner in order to guide the identification of gibe specifics in the infe
mation seeking behavior of the defined subject group of this thesis.
Miller and Jablin (1991) described the specific situation of newcomers in
corporate organizations to be characterized by some degree of shock or su
prise, highlevels of uncertainty and perceived inadequacies in the nature and
scope of the information they are presented with. These aspects complicate
the individuats efforts to engender sense of competence in the work role and
a sense of acceptance into the aigation (cf. ibid.: 92). In this situation
newcomers often switch from feeling overloaded by the informationaavail
bl e to aforma&iongdeprivatibd ,6 i . e., the perception fA[ é’
receive less information from those around themthantedyb eve i s neededo
(Ibid.). As a result, Miller and Jablin came to the conclusion that:
Al é] information seeking is particularly i mpor
ing organizational entry. [ é] New hires (espec
chosen professiy are likely to experience considerably higher levels of-role
related and career uncertainty when entering a new environment than at any
other time during their organizational tenur e.
ened sense of uncertainty leads newasngé) to be conscious of values and
behaviors to be learned and (2) to often think about what they do not know and
how to obtain the information they desire. As a consequence, when individuals
are new to an organization they may seek information in enfaie deliberate
manner than when they have grown accustomed to their roles and their organ
zational environments. o (Il bid.: 94)
In the course of their study, the authors then further evaluated theeuiffe
Gnformation seeking tactibs n e wc 0 me r sobtaning fequiyedrif o r
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formation. These strategies range in their overtness and the specificity of the

information sought. For example, job entrants might seek specifimmiafo

tion (e.g., task information) and at other times seek more generalized info

mation such as a colleagiseperception of a certain situation or experiences

with regards to previous work (e.g., tesdving information) (cf. ibid.: 103).

In essence, newcomers were found to utilize a wide repertoire of information

seeking behaviors thatay be described in seven information seeking tactics:
dvert question’ : AThis tactic is likelymto be wutilidi
fortable with soliciting information from a source (i.e., attempt is conducive in
terms of target openness and anticipatecial costs) and involves direct inte

action with information targets. o (Il bid.)
dndirect questions : Al €] involves the user-of indirect
rogative questions) and is typically used when newcomers are uncomfortable in
seekinginformai on from a source. o0 (lbid.: 105)

@hird partied : finvodvés third parties as information sources and $ubst

tutes a primary source (e.g., supervisor) with a secondary source (e.g., co

worker). This tactic is typically used when the primary source &vaitable

and/or when newcomers feel uncomfortable in seeking information from a pr

mary sourcdl)o (Il bid.: 105

desting limit® : fifvadves testing limits or the creating of situations to

which information targets emmositoredibyespond. Tar
information seekers in an attempt to gain i
particular behaviors or issues. o0 (lbid.: 10€
aisguising conversatio@s: fifvaves the disguising of informatiesee

king attempts as a natural part of versations, and it is typically used when
information seekers wish to appear nonchal ar

@bserving : fi[névlol ves observing targetsd behavio
and is typically used when individuals wish to unobtrekivobtain information

concerning a targetds attitude or i nformat.i
(Ibid.: 110)

Gurveillance® : finvodvés the use of a surveillance or a monitoring mode.

This tactic is also inconspicuous, and it may be used by indigidaany time.
A chief distinction between a surveillance tactic and an observation tactic is
that surveillance is based primarily on retrospective sense making andsis indi
criminate in the cues to which individual s r
Incorporaing the analytical perspective of information seeking research (see
section3.3.]) these information seeking tactics were finally modeled with
regards to their interplay with other relevant contextual factastifted to
influence the information seeking behavior of newcomers figeee 19).
Thus, Miller and Jablin (1991) early on in the emergence of the cognitive
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approach of INSU studies provided an angtical model describing how
different information seeking tactics, key sources of information, types of
information and the subjective perception of uncertainty and social costs of
information seeking as well as levels of role ambiguity and role conflict o
newcomers during the stage of organizational encounter interrelat€igsee
urel9).

Types of Key Source of
Information Information
Referent, Supervisor,
Appraisal, Co-workers
Relational
| \/
Newcomer's Information Seeking Tactics
perception of Newcomer's
. Indirect f i
Social Costs of " . Role Ambiguiity,
Information Seeking Surveillance it Garie Role Conflict
Observing Qvert 4
Individual
Differences and
Contextual
Factors
Figurel9 Newcomer sdéd i nformation seeking behavi

encounter (adapted fromiller/Jablin 1991: 96).

The study by Miller and Jablin (1991) provides a good understanding of
the relevance of analyzing information seeking behavior of young srofe
sionals. Their model offers a broad overview of different factors and tactics
of informaion seeking in the phase of organizational entry. The main focus
of this analysis, however, was on the socialization of new employees in an
organization and their taking over new work roles. As such, it is less task
oriented and does not necessarily plevihe adequate theoretical model for
analyzing the role of a specific class of information sources in the- info
mation environment of young professionals. Furthermore, it has to be noted
that the information environment as well as organizational requitsrhexe
changed significantly from the time of the study until today. Still, thesk fin

or s

dur
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ings provide valuable concepts and observations that may guide the design of
the methodical approach of this thesis. Even though the level of detail does
not match withthe research interest of this study, such information seeking
tactics as O6overt questions©o, 6indirect ¢
relevant use cases for the active use of social software applications as sources
of information in the workplace.
While these tactics are all forms of active inquiry and express the notion
t hat newcomers are particularly O6proactiyv
Morrison (1993) substantiated the different types of information that were
actively sought by job entnés and the distribution of active inquiry and
monitoring. Therefore, surveys were given to 205 new accountants one, three
and six months into the job at five large firms, ranging in size from 1,000 to
5,000 employees. This study focused on recent coljegguates assuming
their first permanent jobs and assessed their information seeking, self
confidence, satisfaction and intention to leave. The empirical dataxwas e

tended by performance i nfFooeachayeoln gi ven b
information, respndents were asked to indicate the frequency with which

they had engaged in a variety of seeking
were also asked to indicate the frequency with which they had monitored for
informationodo (Il bid.: S5@mgnalyzedi bned dlidi f f er ent
ferent hypotheses regarding the frequency of use of different sources and

types of information as well as the corr

confidence, satisfaction and intention to leave were assessed. The results
indicatedthat newcomers:
Al é&] s ou g Hie., facteat]ihformatoa primarily by asking ders but
sought other types of information primarily through observation. Further, they
sought technical information, information about role demands, and performance
feedback mostly from supervisors but sought normative and social information

mostly from peers. These patterns were stabl
Finally, Morrison concluded that:
Al é] in the process of trying tthe adjust to

newcomers in this study sought five distinct types of information, using-diffe

ent modes and sources depending on the information type. The mare info

mation that newcomers sought, the more satisfied they were, the better their

pefformance, and the s inclined they were to leave their jobs. These findings

erhance our understanding of newcomer socialization as well as ousstarde

ding of informations e e ki ng processes in organizations. ¢
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Adding the perspective on information types angrees sought by young
professionals in the workplace environment to the earlier presented findings,

the specific character and rel &vance of t

ing behavior is evident. As a result, the findirigespecially in regards to
different types of information and their relevance for newcomersed to be
considered when analyzing the role of social software as an information
source for this specific group of employees. As mentioned above, however,
these findings are somewhat ligtitin their relevance to the research interest
of this doctoral dissertation as is revealed by the following observation in the
course of Morrisonbs study: i Ot her

hi s

i mper son:

were not relevant f or Itnfaebe assumedsi@aondent s o

the role of the electronic information environment has changed significantly
since the time of the study, so that the findings of previous INSU research
such as the above need to be reconsidered in new circumstances 6f ubiqu
tous acess to digital information.

More recent studies that take emerging electronic information sources into
consideration and focus on the specific subject group of young adolescents
are rare. As mentioned in sectibd, there is a variety of studies with a focus
on the information source and media usage oh#tegyenerationin this com-
text Oblinger and Oblinger (2005) have argued that this generation of young
individuals is qualitatively different in its informanal behaviors and expe
tations; they are expected to multitask and expect their information resources

to be electronic and dynamic. nThe
use Web resources to conduct lookup, learning, and investigative tasks with
fluid user interfaceso (Marchionini

vide a valuable understanding of the general affinity of young adults for the
Internet and the social web, they do not consider the entire process-of task
based information seekingpndo they examine the workplace environment.
There are other publications that consider the information seeking of young
adults, students, or children and their use of the World Wide Web a&s an i
formation source, but also rather consider health informatézking or es-
ryday life information seeking.

In regards to the progress that has been made in INSU research Miller and
Jablin (1991)][ &¥thougk the neadner tbyhwaith néweo
ers cope with or make sense of their new organizational envémsninas
been a focus of interest for some time, very few theoretical or empimical i
vestigations have considered the means by which individuals acquire info

mationodo (1 bid.: 114) . Reviewing todayo6s

(1b
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mation seeking resech, this statement is still valid and further ivates the
research interest of this thesis.

3.5 Social software
in information seeking r esearch

Apart from the specific subject group, the object of ingasion is characte
istic to the perspective of this thesis. As mentioned in se2tibthe rise of
the social web challenges the design of the corporate information enviro
ment and has received a lot of atientin the public sphere as well as in a
wide range of scientific disciplines (stble 2). Ultimately, the field of m-
formation needs, seeking and use studies has started considering the impact
of socid software on existing findingsShah et al(2009) highlighted the
importance of considering the rising phenomena of the social web i info
mation seeking research as follows:
AfAs new venues of information and tools for
peopl ebs online information seeking behavior
majority of wellestablished and classical models of information seeking and
behavior are still valid, there is a growing need to study and explain movel i
formation sources anohformation seeking behaviors that are unique to these
sources. o0 (lbid.: 205)
It can be noted, first of all, that in the area of statistical usage studies in a
given context, a variety of findings have been published regarding the use of
social software agan i nf or mati on source in gener al
Literacy Reportodéo for exampl e, Ei senber g
how college students seek information in the digital age. They captured the
information source usage of students=(®,318) in gven teaching/learning
situations as well as in everyday situations. As a result, they define four
search contexts:

@Bigpicturéd: finding the summary or background of
danguagé: finding the meaning of words or term
@Eituationald : figuring out how far to go with res
situational factors;

dnformationGathering : f i ndi ng out what research has b

topic. (cf. ibid.: 8)
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Figure 20 shows thathe social software applications (as defined ic+ se
tion 2.1.7) are firmly established in the everyday life information behavior of
students.

Google

Wikipedia

Friends

Personal collection

Government sites

Scholarly research databases

Social Networks

® Big Picture

Instructors
¥ Language

" Situational

Other search engines

® Information-Gathering Encyclopedias
Blogs
Library shelves

g

Librarians

0

R

20% 40% 60% 80% 100%

Figure 20 Resources used when everyddg liesearch contexts arise
(Eisenberg/Head 2009: 16)

The goal of such studies, however, is not to gather a conceptual unde
standing of behavioral aspects and their influence factors but ratherdhe rel
vance and popularity of various types of informatomirces. Hence, they do
not enable conclusions regarding the role of social software as anatiborm
source for specific work roles and tasks in the workplace. They d@&eo,
support the overall assumptions and potential associated witfetramgthe
popularity of such web phenomena to the workplace context (see section
2.3.9.

With regards to the analytical and proces&nted perspective, the social
web and associated social software applications) aadlogs, wikis, social
networks and social sharing sites, have also given rise to a variety of research
initiatives in the field of taskased information seeking. In order to account
for the described developments in sect@oh Pirolli, for example, plead for
a reconsideration of the information behavior modeldoformation for
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agngb he developed with Card (Pirolli/ Card
represents an abstract, static mdtiefl information seking, which compares

seeking information with the search for food. Based on this image, different

models of human interaction with information systems were originaly d

veloped, which aimed at measuring and anticipating human informagion b

havior. In hisar ti cl e O6An el ementary soci al i nfo
Pirolli (2009) described an approach to build a theoretical foundation for
shifting the perspective on an individual

of several, interacting cognitive actors (bid.: 605). In his somewhat ntat
ematical considerations regarding the costs of information search Pirolli
commendably takes into account such components as cooperation and social
capital. In regards to such conceptual information seeking behavior models,
however, the changing information environment has only been considered
very slightly. This may be caused by the fact that both information behavior
and information seeking models primarily aim at conceptualizing human
behavior in respect to influence facd and typical procedural activities.
Therefore, they do not pay much attention to the characteristics of the refe
enced sources of information.

A more detailed analysis of specific social software applications and their
role in the information seekingehavior of individuals is provided by Wohn
et al. (2011). In a qualitative study of adblicebookusers it was evaluated
what types of informationelated goals everyday users had and how they
employed the features &aicebookio accomplish these goald.(ibid.: 341).
I n the course of thid é&auialInfprmatien,uset he aut hol
broadly as how people employ their social networks to satisfy a range of
informationrelated goals. In other words, people exist in social systems, and
theothe members of those systems can be valu
(Ibid.: 340). Having surveyed the different use cases for social networking
sites, the following three types of social information usé~aocebookwere
identified: seeking information, orgazing events and creating common
ground. These instances of information use are supported by such technical
features as status updates, media sharing, application hosting, asynchronous
linking and group formation. They are considered to be particularlly we
suited for supporting a wide range of information behaviors (cf. ibid. 341).
Thus:

34 See sectio.1.3for more details regarding the classification attributes of inétiom
seeking models according to Ingwersen/Jarvelin (2005).
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il é for users seeking information or advice, the ability to access their network
of Friends was potentially helpful in achieving their information goals. Many
participants described posting questions to their network via status updates, or

witnessing others who were doinig so. [ é] Ot hel

pantsd need for actual hel p, i ntwhich they

sen

work, hoping that someone inh e i r network would know the answ

343)
As a result of these observations, it was concluded that as social software
applications (here online social networks in particular):

fi € become more entwined in the daily online activities of adultsy thill

increasingly become important tools for gathering information, both actively (in

response to specific questions) and passively, through links and information

posted by others. o (lbid.: 346)
While the focus of this study was the accomplishment efyelay infa-
mationrelated tasks and the interviewed user group consists of adults, the
findings may not directly be transferred to the context of this doctoral disser
tation. However, the results support the initially described assumption, that
originally entertainmenbased applications of the social web may well serve
other purposes, such as directed information seeking. Whether ttieriusf
online social networks as source of information as described by Wohn et al.
(2011) may be transferred to theofassional use in the workplace enviro
ment will have to be evaluated in the course of this study.

In regards to existing research on social software in the realm of cognitive
models, Fu and Kannampallil (2010) summarized in their description of a
workshopon cognitive models of user behavior in social information systems
at CHI 2010 that

Al é] the widespread popularity and adoption o

ranging from social networking systems to social book marking systems-has r
sulted in an increasl research focus on studying user interactions in sugeh sy
t ems. [ €] There is significantly 1limited
individual users in social information systems. Research on individual behavior
can help us develop nuanced perspetivesoofal information use and canopr
vide insights for developing more effective
This statement and the above described examples of current retacth
on social software in the field of information seeking, needs ardstudies
reveal that the conversion of the information environment ateic as
well as professional contexts has been noted in the scientifimgoity. A
wide field of research on the role of social software for the informatida see
ing behavior of cgnitive actors opens up and needs to be further cultivated.

rese
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3.6 Summary

As elaborated in sectichl, the research interest of this thesis isitased

in the field of information needs, seeking and use studigsrnwnformation
science. Only the holistic perspective on cognitive aspects of human info
mation behavior enables further conclusions regarding the role of a specific
family of information sources (in this case social software) in a specific co
text of wse.

The above presented literature review of information needs, seeking and
use studies has revealed that it provides a rich collection of theoretizal co
cepts, models and methods relevant for the research interest of this doctoral
dissertation. It hightjhts the importance of modeling context as a foundation
for better understanding peopl ebds
types of information sources in a certain organizational environment. Based
on the classification of information seeking retg] the most relevant oo
cepts and models for this study could be identified. Specifically the process
models developed by Kuhlthau (i.a., 1999), Ellis (1989), Wilson (1999),
Cheuk (1998) and Marchionini (1995) have been recognized to shame-a co
mon perspctive on the cognitive actor and the context of use of information
sources. Furthermore, analytical models regarding the interplay of contextual
factors such as information need, task complexity and type of information
(Bystrom (1999), Bystrom/Jarvelin §85)) and central concepts of task
based information seeking of professionals by Leckie et al. (1996) have been
introduced as foundation for the research interest of this thesis. However, the
literature review has identified a variety of shortcomings tiegid to be @
dressed in the course of this study.

Whether the existing findings, for example, can be considered valid for
the context of management consulting and the subject group of young-profe
sionals needs to be investigated (see settijnAs Bystrom (1999) sumaa
rized in her doctor al di ssertation,
may be derived from the above discussion. For instance, how clearly are the
information types linked to the differephases of task performance, and how
does task complexity specify these
toward answering the initial considerations about the potential of sodial sof
ware as an information source for young professionals in thkpleae of
management consulting, these conceptual questions shall be approached in

behavi
i el
rel ati

0



3.6 Summary 135

order to provide a sound and contegecific model of taskased info-
mation seeking.

Moreover, since the different models on factors and processes presented
above draw amulti-faceted picture of tasBased information seeking but
lack merging their findings to one holistic view, the identified critique of
coexisting perspectives of information seeking research shall be addressed.
Furthermore, it may be summarized that whhe latest studies have drawn
more attention to the workplace environment and collaborative processes, a
wide field of research questions regarding the role of social software fer task
based information seeking remains untouched.

Bringing together the qint of departure of this thesis, the theoretical
foundations of social software and the field of information seeking behavior
research, the following chapter will further define the research problem and
provide a short overview of the chosen methodicgiragch in order to
achieve the defined research goals of this study.






4 Research problem
and methodical a pproach

Based on the initial considerations as well as the review of existimgpts

and previous findings ale, this doctoral dissertation aims to cdmite to

the field of INSU research by meeting the objectives set in settloifhus,

an empirical study was conducted in a specific corporate setting within the
managerant consulting domain. The characteristics of this domain and the
particular field of investigation are described in detail in seeti@nin order

to satisfy the overall research interest, the research probfemher defined

in sectionl.1and broken down into detailed research questioreeRding
from these questions a mdldiyered research approach was designed that
allowed gathering a detailed understanding of-tzested information seeking
and the usage and character of social software applications as sources of i
formation in a specific context. Sectidril describes the developed matho
ology of this study, which is chacterized by a combination of qualitative
and guantitative research methods. Finally, sectidrsummarizes how the
various methodical steps facilitate answering the researciansge of this
thesis.

4.1  Study domain and setting

As described in sectioh.], the context of this study is the field of maaag

ment consulting. This environment was chosen due to the nature of the work

roles and types of tasks in the domain of kremgeintensive business se

vices (KIBS) as they were characterized earlier. This sector, however, is

highly fragmented afigure 21 reveals. Krauss (2009) identified 43 different

competitors in the marketf corporate strategy service providers and aateg

rized them in four sulo at egor i es: 6generalistso, 6transf
expertiseb6 and o6specialists: i ndustryo. Thi s
mere size of the organization but more impotly on the spectrum of se

vices offered and their gim-market approach.
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Even though this classification highlights some important differentiating
factors of the market players of management consulting, all of theseacomp
nies may be considered to progidimilar workplace environments and work
tasks to their employees. Characterized by traditionally young workforces
with a high level of education, all of these enterprises provide pHogsed
consulting services, which rely heavily upon professionawkedge, are
either themselves primary sources of information and knowledgeise

knowl edge to produce intermedi
cesses and are of competitive importafice.

a-t e

Corporate strategy provider categorization based on general portfolio
and go-to-market approach

Generalists Transformers
= Accenture = Infosys Technologies
= Capgemini Consulting = MindTree
= Deloitte = Orange Business Services
= |BM Global Business Services = Tata Consultancy Services(TCS)
= PA Consulting = Wipro

Specialists: expertise

= Strategy = |[nnovation
= Archstone Consulting = Continuurm
= Bain =DeSai
=Booz = Futurethink
= Diamond Management & Technology Consultants = Innosight
= Dissero Partners = PRTM
= Horvath & Partners = Strategyn
= Kurt Salmon Associates = Synecticsworld
= McKinsey = UTEK
= Monitor : .
= Oliver Wyman = Behavioral economics
= The Boston Consulting Group (BCG) = Gallup Consulting
= Finance = Business intelligence and performance
* Emst & Young management
= KPMG

= Pricewaterhouse Coopers (PWC) = hitach Conuting

=Risk management

= Human resources (HR): = Marsh
= Tawers Perrin = Protiviti
= Watson Wyatt

Specialists: industry

= Public sector: =Pharma and biotech:
= Booz Allen Hamilton = Putham Associates
= Telco: = Construction:
= Detecan Consulting = FMI

Figure 21 The corporatetgategy services provider landscape with examples

(adapted from Krauss 2009: 9)

351In accadance with the three principal characteristics of KIBS as identified by Miles et

al. (1995).

ser vi

ce
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Furthermore, all of these market actors are traditionally mandated for
temporary appointments and build-laglc project teams to work with a client
on a defined problem scopehds, in order to gather a detailed understanding
of this domain and to be able to transfer the general research interest of this
doctoral dissertation to a specific work environment, one prototypicad-repr
sentative from the field of management consultiras welected for the ne
duction of an empirical study.
For this purpose the group of 6generalists
they are not limiting their consulting services to a certain industry, functional
expertise or regional market and furthermorarabterized by typically large
workforces.
iService providers in this ¢cafollespery are abl e t
well as crosdunctional and industry skills to support clients along the entire
value chain. They offer strategy consulting adl\ae transformation andn-
plementation support, while synchronizing corporate, business, and IT services
expertise. Therefore, they maintain strong and dstagding relationships
across clientsd organizations.andRgcent initiati:
the global footprint, especially into emerging markets; driving more forward
looking research and thought leadership; as well as better integrating services
across business units to strengthenthtogma r ket . 6 ( Krauss 2009: 8)
As a result of commointerests in regards the research problem of this thesis,
it was possible to wi\ccentureover to participate in this study. Apart from
the relevance of the field of knowledggensive business wséces for the
research interest of this study as ddsemi in sectionl.l, this company
seemed particularly suitable as it had previ
or O6early adopter6 of emerging social web te
Carlin et al. 2008; Rhter et al. 2009; Accenture 2009). Thus, the empirical
data of this doctoral thesis was gathered@enture Management Conisul
ing GmbH(Austria, Switzerland and Germany) aAdcenture Management
Consulting Ltd(North Americal®. These regional subnits are part ofAc-
centure Pl¢ a global management consulting, technology services and ou
sourcing company.
With approximately 215,000 employees in over 120 countfesenture
does not represent the traditional smtdl mediumsized consultancy. As a
Global Fortune 500 company with more than US$ 21.5 billion, it can rather

36 Accenture GmbHrants the author a licence to use the data gathered in this study in a
manner further specified between Accenture and the author of this aiisseAcce-
ture GmbHhas not approved or otherwise endorsed the contents of this PhD thesis.
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be categorized as generalist in the market of corporate strategy seosce pr
viders. Accenturedoes not only offer strategic consulting services as the so
cal l ed 6 s pec iedéd.giBaih $M6KinseynBoaz forpCGonpdraites
Strategy andrnst & Young KPMG in Finance) or industry (e.gDetecon
Consultingin the Telecommunications industry) but also provides a wide
spectrum of technology consulting, system integration and outsgurai:

ness. These very large ah@&conomically speaking vital parts of the cm-
panybs busi nes s-orianted and domat in all@spdcts matoh g y
the industry of management consulting described in section 1.4. Based on
traditional corporate sitegy consulting services, these business umits d
scribe the further phases of technolwglated consulting, by turning steat

gic concepts into implemented or even operated solutions. Thus, these work
forces offer a variety of career models and-pazjed related work contexts

as well as work roles and tasks different from the work in management co
sulting. They were therefore excluded from this study, whichifes on the
context described above. The observations of this thesis were gathered in
cooperaibn with the Accentureconsulting workforce Accenture Manage

ment ConsultindAMC). This sec a | yrewth platforrd of 53,600 manage
ment consultants worldwide is mainly organized by the functional service
lines Strategy Supply Chain Managemer@ustomerRelationship Manage

ment Finance and Performance Managemedrtocess and Inn@tion Per
formanceandTalent and Organization Performance

Accenture Management Consulting

Products

— ¥ & & ¥ ¥

Public Services
I D I T T "
Financial Services

— ¥ ¥ ¥ & §
Resources

— % & & § ¥

Communications & Hightech

Figure 22 Organization matrix oAccenture Management Consulting
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However, there arelas o0 s mal | e r clieatnsertice grougsa | | ed O

which are specifically allocated to certain industries and offer the possibility
to focus rather on a clierthan functiorspecific career (sef@gure 22).

The work roles and work tasks within these units of management tonsul
ing constitute the context of this study. More specifically, the focus was on
the job entrants in this growth platform. Since consulting firms are characte
ized by client and projecioriented team work, they typically offer theirrco
sultants a career model, which enables them to grow their level of eompe
tence and leadership according to their capabilities quite fastevéw, this
model traditionally does not allow for horizontal cardevelgpment, which
is often mgd-eadr gowadgnd aps o l0Accenture Mat
nagement Consulting h e @reggrocddw mo d e | i s apphied
ager level, with the exception of a limited number of deeply specialized
experts who hae the opportunity to land at a level. On senior executive level

t hrough ¢

the career model has a strongpeer focus

form-or-god . Accordingly, the consulting

degree of attrition and consists of a pyiadlike structure. This pyramid also

refers to the degree of leadership and responsibility an employee may assume

(seefigure 23).

Tasks and Responsibilites

: Program Management,
Senior Key Account Management,
Executive Internal Strategy Development

Sales responsibility,
. Project Lead,
Senior Manager Offering Development

(Sub-)Project Lead,
Manager People Development, Subject Matter Expertise

: Workstream Lead, Client Coaching,
Consultant Counseling, Support of Manager

Support of Consultant, Operative Tasks,

Analyst Skill Development

Figure 23 Career levels withidRMC

As the desgption of tasks and responsibilities figure 23 reveals, the
ndt ure of an individual 6s wor k B0l e
ing level of seniority. Drawing conclusions regarding the tze$el infor-

on S a

wor kf or c

and

cont e
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mation seeking behavior and the role of social software for employees in the
given context, is therefore restricted to a certain sample group within the
workforce. In order to guarantee maximum consistency of the observations in
this doctoral diss¢gition only members of the entry levels participated in the
study. The s& a | lkmalgst lével represents the entry level for new hires
without prior work experience. It serves as a first orientation in management
consulting practices and includes opeetasksi most commonly defined

by supervising managers or senior managers. Drawn from a pool of available
colleagues, analysts are drafted to a newly established or existing consulting
project based on their educational background and first indicatfomsact-

cal experience or interest. Entering this project setting, analysts are assigned
to specific work roles, detailed task descriptions and a supervising colleague.

Typical work roles (depending on the seryv
supp@rtoc,eséd designer 6, 6system testero, e
anal ysto, or O6business case devel opment s

this matter the work context of analysts usually carries few diéming

tasks. Nevertheless, it is expecteattianalysts establish a selfganized,

responsi ble and proactive profcamssi onal i sm.
sultan® |, is considered to requireia certain
ence and may include more responsibilities in regards tot-€tieimg work

or people development. This level may be reached within the first two years

of corporate affiliation or as new hire with prior work experience. In regards

to the tasks and responsibilities of these two entry career levels, however, the

boundaies may be blurred depending on the specific project context and

work role. Individuals on these levels are usually between 23 and 32 years of

agé’ and have a university degree (mainly M.A., M.Sc.) in computer sc

ence, business administration, psycholagypther related fields of edae

tion. Preparing this employee group for the dynamic and challenging work

environment described earligkgccentureprovides these young professionals

with a set of core trainings regarding consulting methods, tools and basic

functional knowhow. After this initial training and counseling phasea-an

lysts and consultants are furthermore steadily challenged outside of guided

learning environments to individually become acquainted with the specific

tasks and new functional as Wwat industrial characteristics of each project.

37 This mainly refers to thAccenture Management Consultiregional unit of Geman
speaking countries. The demographic statisticAM North America draw a me
diverse picture of job entrants between 20 and in some cases 35 years of age.
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As discussed isectionl.l, the participants of this study represent thb-su
ject group of young professionals. This allowed for a closer evaluation of a
new share othe workforce and its specific tasklving behavior regarding
the search for information sources and use of emerging web technologies.

4.2  Definition of the research problem

The research problem of this thesis is to model-besled information s&e

ing of young professionals in management consulting and thus come to an
understanding of the role of social software as an information source in the
workplace. Therefore, it is essential to gain a deep understanding of the i
fluence factors and phases of tdslsed information seeking in the given
context. Furthermore the usage of information sources as well as the-chara
teristics of the information provided by such sources need to be analyzed.
This enables coming to an understanding of the role of social sefagaa
source of information in the workplace and how to include it in the electronic
information environment of young professionals. It is presumed that an ada
tation of existing concepts of task and information types in informatida see
ing is requiredn order to adequately model the given context of use (see
sectionl.l). This shall provide the basis for conclusions regarding the design
of the electronic information environment of young professionals. €he r
search problem was considered on a basis of individual work tasks i an i
ternational management consulting firm. Relating it to its actual context
allowed a better understanding of the findings, its limitations and theaderiv
tion of specific conclusions fahe described research interest.

4.2.1 Phases and influence factors
of task-based infamation seeking

In order to lay the foundation for an understanding of the role of soctal sof
ware as an information source in the workplace environment of youag pr
fessimals, the way these employees seek information needs to be analyzed.
As chapter3 has shown there exists a variety of research findings regarding
taskbased information seeking, needs and use of cognitive actimtiiec-
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tion with information environments. These findings shall be tested forivalid

ty in the given context by asking the following research questions:

1 Task complexityWhat types of tasks are most common in thekplaice
of young professionals in managent consulting?

1 Types of informationWhat types of information are most relevant to
young professionals in management consulting, when confronted with
common types of work tasks?

1 Phases of information seeking/hat phases of information seeking do
young professionals in management consulting engage in, when being
confronted with their common types of work tasks?

1 Use of sourceswWhat sources of information do young professionals in
management consulting most commonly refer to when being engaged in
the respective phases of information seeking?

Having evaluated the applicability of existing concepts, the context of use of

social software applications may be adequately modeled by mergingethe an

lytical and process perspective on thsised information sking described

in section3.1based on findings from the observations of this study. The co

textspecific model of taskased information seeking that was derivdd, a

lowed for further investigating the followingsearch questions.

4.2.2 Usage ofsocial softwareand characteristics
of the provided information

In order to address the overall research problem defined above, the aencept
al understanding of common work task situations and the way youngprofe
sionals seek fiormation is complemented with an analysis of the usage of
social software applications and the characteristics of the informatiordprovi
ed by such sources. Having understood how members of the target group of
this study approach their common work tasksthia given context, what
sources of information they turn to in which phases of the process of info
mation seeking and what type of information they are looking for, the role of
social software as source of information may be recognized by addressing the
following research questions:
1 Source characteristicsVhat characteristics do social software agplic
tions in the professional information environment reveal?
1 Professional vs. private usagdow often do young professionals turn to
social software appations when being confronted with an infatian-
related work task compared to general private use in their free time?
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Having identified the potential of social software as an information source
in the workplace as well as the actual usage behaviorurfgyprofessionals,
conclusions regarding the adaptation of the corporate information enviro
ment may be drawn.

4.2.3 Measures for leveraging the use dfocial software
as a source of information in the workplace

Based on the analysis of these aspects of irdtiom needs, seeking and use

in the given context, it may be concluded whether and, if yes, how to include

social software in the electronic information environment of young grofe

sionals. As elaborated in sectibrd, the context of management consulting is
characterized by a certain type of knowledgensive business services
tasks and a particular workplace environment. Once the potential of the use
of social software as a source of information in the wartglhas been ide

tified, these characteristics of the context of use need to be taken intd-consi

eration. Therefore, the following research questions arise:

1 Contextspecific challenges and restrictian#/hat are examples of dha
lenges and restrictions the use of social software as a source ofrinfo
mation specifically for the context of management consulting?

1 MeasuresWhat are possible exemplary measures for leveraging the use
of social software as a source of information in the workplace within the
idenified limitations?

These final research questions may not be analyzed on a general level but are

highly dependent upon the respective organizational setting of a specific

corporation. They shall therefore be addressed exemplarily.

4.3  Methodical appr oach

The research problem and corresponding research questions described above,
call for a multilayered methodical design. Within information science, a vast
set of research methods has been developed. Vakkari (2008) explored the
trends and approaches information behavior research based on sgbmi
sions to thénformation Seeking in Contegbnference in 1996 and 2008 and
noted among others
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Al é] a s hthebry from fa] pareottemtred approach to [a] person in
context or situation oriented approachore varied and holistic theoreticad-a

proaches, [ €] more process orientation, ] é]

methodological ideas from other disciplines, increased variety of methods and

use of multiple met hodsdessiaalidedintermt fJ[ €]

of academic norms. o (lbid.: 2)

This observation supported the statement made by Ellis and Haugan (1997)
that

rese

Al é] the field of wuser studies has recently

in conceptualisation and research design whih adoption of a more holistic
perspective to the study of information use. This has been characterised by a
change in the nature of data collection from a magproach, studying large
groups via questionnaires or structured interviews, to a raigpoo&h, stug-

ing small groups via observation or unstructured interviews. But it has also, and
perhaps more significantly, been chargsedl by a change in the nature of the
approach to analysis, in particular by the explicit attempt to generate models of
thei nf or mati on seeking patterns of the
384ff.)

The methodical approach, which was chosen in order to answer the earlier
mentioned research questions, follows these research trends (see also section
3.1.7) to a large degree. Accordingly, the study design of this PhD project is
characterized by a combination of qualitative and quantitative methods in
order to gain a deeper understanding of the research problefig(se4).

Qualitative Exploration of the Workplace Context

* Work shadowing
+ Semi-structured interviews
= Analysis of information environment

Building a Context-specific Model of Task-based Information Seeking

= 7_1_':'_& - + Qualitative coding of information seeking scenarios
R = * Fit-gap analysis of existing models and observations
\ == A « Derivation of conceptual model of information seeking behavior of young professionals

Quantitative Survey of Information Source Usage

= Development of context-specific and dynamic online questionnaire

« Distribution of survey to young professionals
« Statistical analysis of use of information sources in workplace environment

Leadership Workshop for Discussion of Findings & Derivation of Measures

« Presentation of findings
+ Discussion of value positions and criteria from a leadership perspective regarding the potential
F] of social software as an information source
‘ «+ Derivation of measures for leveraging the use of social software in the workplace

Figure 24 Study design and methodical approach

indi v
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In a first qualitative step, the workplace context and existing phases of i
formation seeking of young professionals in mamnaggt consulting were
explored in a qualitative study. The analysis of this corniektdata allowed
the development of a contespecific model of taskased information ske
ing, which guided the subsequent collection of quantitative data regarding the
usage of information sources. Based on the findings derived in this phase,
existing concepts of INSU research were applied in order to characterize
social software and the information provided by the same. The consolidation
of the gathered data led to an amstanding of the role of social information
sources in the workplace environment. Finally, expert discussions were co
ducted in order to derive recommendations for the design of the information
environment in management consulting.

4.3.1 Qualitative exploration of the workplace context

As described above, the methodical diversity in the field of IN&darch
has grown.
iThe gener al adoption of qualitative
has resulted in the work that is in the wider tradition of tivestigation of b-
man behaviour and which, therefore, is more likely to find theories and models
in the social sciences that can be applied to the study of information beha
viour .o (Wilson 1999: 250)
Since ethnomethodologists, for example, have developadety of qualia-
tive methods in order to identify processes by which people make sense of
their interactions and the institutions through which they live, th@se a
proaches have proven to be useful tools for the research perspective of i
formation sciene (cf. Feldman 1995: 4). Accordingly, the first methodical
step of this study consisted of two central seg@ntific methodical e-
ments: qualitative observations and seinictured interview. These were
utilized in project visits and phone interviewvith 12 participants in thees
spective regional units @ccenture Management Consultifig

38 The structure of the interviews may be found in appendix B. The gathered audio files
from the followup interviews as well as the phone interviews will be provided on a
serate data carrier but only made accessible to the supervisors of the dissertation in
an amonymized form.

39 See sectioi.1for further details regarding the sample size and applied methodology.

met hods

«
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First of al |l ,work ghadowing cwas$ qapploifed in ord
gain insights into the workplace environment of young professionals in
knowledgeintensive business services. Therefore, analysts and consultants
(of Accenture Management ConsultifgG) were observed during thei-in
tial phase of their project engagement. Work shadowirggru a |l i d-at i ve sha
0 wi nsgabqualitative research technique that has lzggalied in classic
management studies, information studies and other fields of social sciences.

It aims at recording behavior with a view to discovering patterns in it and to

investigate roles and perspectives in a detailed, qualitativg/afialylcDon-

ald 2005: 455f.). According to this method, the observer accompanied the

employees and their teams to the clients and tracked their information see

ing and tasisolving behavior at the workplace. In order to systematically

record the observations, a catalogiiepossible contacts, activities, sources

and process phases was used and adopted during the process of observation.

I n contrast to other qual strucutedbre observat

servatiod®  diariest, there may be interaction between timserver and

the subject in order to clarify meaning and purpose of the observed-by e

couraging the employee to think aloud.
AfAt the end of the shadowing period the res
comprehensive data set which gives a detailed;Haad and multiomensional
picture of the rol e, approach, phil osophy ar
(Ibid.: 457)

As previous studies have shofynthe data gathered through observation

should be refined by idepth interviews. Accordingly, the gebts were

questioned in a senstructured interview after each shadowing session

(which usually lasted one working day) in regards to the observed info

mation behavior. This second element of the qualitative exploration provided

additional perspectives iarder to ground the documented observations. It

allowed the clarification of the observations made in the work shadowing

session, but was also used to consider further situations of informatlen see

ing outside the immediate timeframe of the project viiis was done by

empl oying the O6critical i ncident technigqu

this method is @[ é] essentially a procedu

40 These methodsr@ based on existing approaches developed by Mintzberg (1970) and
Stewart (1965).

41 For example, Orton et al. (2000); Hirsh (1999); or even Walker (10%8)the first
study to use this methodology.
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facts concerning behavior in defined situat:i
Choo et & (2001) applied this method in their INSU study on information

seeking and knowledge work on the World Wide Web. They claimed that the

incidents to be studied should be:

Al é] recent, sufficiently c¢omigindyt e, and its ef
clear . I n the interviews, participants described
information seeking and wuse in reply to the foc

recall a recent instance in which you found information on the Web-info
mation that lead [sic!] tsome significant action or decision. Would you please
describe that incident for me in enough detail:c
(Ibid.: 175)
This method allowed the respondents to describe the information problem in
their own words and talk abbthe elements of the problem and the search
for information that were meaningful to them. By thinking of a concrate sit
ation, the respondents were able to describe the actual steps taken to find
information. This method is more effective in discoveriogtpeople actua
ly search for information than asking questions about how they weuld r
solve a hypothetical problem (cf. ibid.: 107).

In the final part of the serstructured interview the subjects were asked
about their general information behavior. Thiferred to the typical pr
cealing when noticing an information need in the work context as well as the
use of information sources to support the common phases of information
seeking. Ultimately, the participants were asked how familiar they were with
the concept of social software and how often they turned to such applications
for private and professional use. These more @reled questions provided
important input into the construction of the design of the quantitative-verif
cation in the empirical styddescribed in sectiof.3.3

By having applied the described methods, the qualitative exploration led
to a rich amount of data, which provided a detailed overview of the common
characteristics of the work contexf taskbased information seeking of
young professionals in management consulting. On the one hand, a large
variety of activities of information seeking and available sources off#o
tion in the chosen context were collected. On the other hand, theailoser
and interviews provided further insights regarding common types of tasks
and information in the workplace environment. Thus, this qualitative work
step created a profound data basis for an inductive classificatiozoangb-
tualization of the conté relevant to the research interest of thictdl
dissertation. Feldman (1995) stated in her book on strategies fiqpratieg
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qualitative data thafi € vhile it is well to remember this compliéx and

ambiguity, the task at hand is to create awerpetation of the setting or

some feature of it to allow people who have not directly observed e ph

nomena to have a deeper unddnglystheandi ng of
next methodical step of this study was to analyze these specific observations

and identify general patterns, which may be summarized by a context

specific model to describe tablased information seeking of young pi®sfe

sionals in management consulting.

4.3.2 Building a contextspecific model
of task-based information seeking

i Su b vd theory makes sense of a particular social context, while formal

theory is generic in scope. Most of our initial theorizing is derived from the

close investigation of one case or few cases. Consequently, we frequently begin

to generate our ideas at thgbstantive level. It is, however, important to be

able to go beyond the local setting of the research and to engage with formal

ideas at a more gener al l evel .0 (Coffey/ At ki
Building a contextspecific model of information seeking means réagh
this general level by identifying common concepts, interrelations and be
haviors of a specific target group. Such a conceptual model then allows the
generation and testing of hypotheses as well as the anticipation of further
behavior. Thus, a combittion of inductive and deductive reasoning was
applied and represented the foundation for this thesis.

Accordingly, the following methodical steps were undertaken in this part

of the study: First, incidents of tabased information seeking (see section
1.1) were extracted from the gathered observation and interview data. As in
previous | NSUWasesudigsa( clh . s Kalh Indrratimeu 1991) or
summarie6 ( c f . Bartlett/ Toms 2M®obrge- all ow t he
vant work task situations, which draw a detailed picture of the considered
context and activities. Every relevant instance describing the way young
professionals in management consulting seek information was captured in a
third person scenario lilie observer/interviewer. Such a concentration of the
previously rich and unstructured data enables third parties to come to a
graphic understand of information seeking activities in the workplace and the
identification of their influence factors. By analyg all of the gathered se
narios, common patterns and phenomena were identified. In order to compare
these findings with previous empirical and analytical INSU researdl, a



4.3 Methodical approach 151

gap analysiqsee sectiorb.3.]) of the observed with existing models of i
formation seeking was conducted. In this analysis, which is similar to the
method applied by Makri (2008), each incident was coded according to the
most relevant models of information seeking presented in chapfEhis
allowed the analysis of the fit of existing models for the context of this study
expressed in the gathered scenarios of information seeking.

The findings regarding the applicability and shortcomings of iegigiro
cess models for the given research problem were then merged withasbserv
tions from the qualitative exploration as well as a literature reviewdiegar
the interplay of influence factors. This finally led to the construction of a
contextspecificmodel that describes the tas&sed information seeking be
havior of young professionals in management consulting (described-in sec
tion 1.1). Together with the classification of the prevalent information en
vironment in management consulting (see sedi@m) this built the foun
dation for the derivation of working hypotheses regarding the role of social
software in the given context.

4.3.3 Quantitative survey of information source usag

The qualitative exploration that has led to a classification of the irfamm
environment in the workplace in management consulting and to thexderiv
tion of a conceptual understanding of téslsed information seeking beha

ior of young professionals Bds the foundation for the deeper analysis of
information source usage and the role of social software as a source of i
formation in the workplace. On the basis of this conggecific model the
behavior of individuals, their workplace environment, typésvork tasks,
information needs and use of information sources could be empirically su
veyed. This was done by means of an online questionnaire. Even though Ellis
and Haugan (1997) had observed a shift in INSU research methods towards a
more holistic andjualitative approach (as described in sec8dnl), litera-

ture reveals that the questionnaire is still the most common data collection
tool used in library and information science (cf. Alwis et al. 2006:.33@¢h

a survey allows the statistical analysis of common phenomena and behaviors
in a population based on the answers of a sample group. But only due to the
previous work steps, it was possible to determine which questions to ask and
the type of language 0 use i n order to caerery out
spondents in a way that they understood and helped them to provide the i

t

he
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formation that was sought (cf. Brace 2004: 8). Thus, having modeled the

common task complexity and sequences of informationisgelctivities, it

was possible to derive a contesgecific and dynamic questionnaire. This

online survey had two main goals:

1 The quantitative verification of phenomena of workplace complexity,
types of information and activities of information obseruethe eplo-
ratory study.

1 Gathering contexspecific usage behavior of information sources and, in
particular, of social software applications for professional as well as pri
vate purposes.

The questionnaire that was designed in order to achieve goate will be

further described in sectidhl The results of this quantitative study mepr

sent a comprehensive supplement to the data gathered in the qualitative e

ploration. They provide contespecific usag statistics of various types of

information sources in general and the role of social software as a source of
information in the workplace in specific.

4.3.4 Leadership workshop for discussion of
findings and derivation of measures

This multifaceted perspese on how young professionals approach new
informationrelated work tasks in the workplace environment of management
consulting so far remained on a descriptive level. Confronting the actual u
age of information sources and the role social software jpiaymir profes-
sional as well as private information seeking behavior with the identified
potential, finally allows for a critical assessment based on certain valiie pos
tions. Therefore, the findings of this study were confronted with the expect
tions andrequirements of representatives of the senior leadership of the
affected organization in a concluding leadership workshop with seroer pr
ject managers and executive representatives from the global leadership of
Accenture Management Consultimg well as egerts from the internal
Learning & Collaborationpractice in order to identify specific interests and
areas of possible conflicts.

The participants were asked to assess the results of the qualitative explo
ration and the quantitative survey on informatiseeking and information
source usage behavior of young professionals based on their ownaexpect
tions and perceptions, critical aspects of the observed behavior and tie pote
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tial of social software applications to serve as valuable sources ahaafor

tion in the workplace. In this matter, underlying value positions and manage

me nt concerns were reflected based on the p
pectives and internal corporate guidelines. This led to the derivation ef mea

sures for leveraging the use sjcial software as a source of information in

the workplace, which were categorized according to their focus and time

horizon.

By moderating a structured discussion, rec
butions and confirming the observed with objectieresentatives from out
side the organization, the wetekshopds result

4.4  Summary

This chapter has condensed the initial considerations about so¢iahreof

and its role as a source of information in the workplace to araaterg
research problem in the field of INSU research. It has furthermore described
the domain and setting as well as the methodical approach of an empirical
study in order to come to answers for the set of research questions defined
above. As Kelle (2008has come to the conclusion that quantitative and
quditative research methods promise deeper and more holistic results when
combined adequately (lbid.: 261), the above mentioned methodical steps of
this study were applied in order to gather rich andirfaitteted data.

The following chapters will present further details on the employeti-met
ods as well as their respective sample. The gathered results provide answers
to the research questions defined in this chapter and allow for conclusive
considerationgegarding the design of the electronic information emwiro
ment in regards to social software applications in the workplace of ®anag
ment consulting.






5 Modeling task -based information
seeking of young professionals

This chapter presentsehresults of the qualitative exploration of the kror
place environment of young professionals in management consulting. On the
basis of the prior analysis of existing concepts in INSU research in cBapter

a theordtal framework is developed that guides the analysis of the data
gathered in the exploratory study through qualitative observation,- semi
structured interviews and document analysis, in order to develop a eontext
specific model of taskased information skmg. The method of data cotie

tion and details about the sample of this study are described in dedtids
starting point of an inductive reasoning process, the scenariofoohation
seeking gathered iproject visits and phone interviews withccenture
Management Consultingre then presented in sectibrd They characterize

the workplace environment of young professionals and common types of
work tasks inrich detail in order to provide the reader with a better unde
standing of typical situations in the context of this thesis. Based on these
insights into the daily work of young professionals, seclidnanalyzes th
observed phases of information seeking, influence factors and the existing
information environment in the workplace. These findings arensarized

and compared with previous concepts and findings in information seeking
research. Together with the shortdngs of existing models ohfiormation
seeking discussed in sectiBr8.3 this leads to an adaptation of centrah-co
cepts of INSU research according to the subject group of young professionals
and the contexd@f management consulting. As a result, sectidnpresents a
contextspecific model of taskased information seeking, which besnh€o
ceptualizes the observed phenomena and compensates for the identified
shortomings of prior research. These findings then serve asiébion for

the development of working hypotheses regarding the information seeking
behavior of young professionals in management consulting and the role of
social software as a source of informati®&ectionl.1 summarizes the fi

ings of this part of the study and highlights their implications for theldeve
opment of the subsequent quantitative study.
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5.1 Method and Sample

As described in sectiof.3.1the methodical approach of this doctoral disse
tation is characterized by a combination of qualitative and quantitative met
ods. In order to gather a detailed understanding of the workplace context and
common behaviofgatterns of young professionals in management consul
ing, their information seeking behavior was explored by a combination of
gualitative observation, seratructured interviews and document analysis
(seefigure 25).

Qualitative Exploration of the Workplace Context

» Work shadowing
» Semi-structured interviews
= Analysis of information environment

Building a Context-specific Model of Task-based Information Seeking

Leadership Workshop for Discussion of Findings & Derivation of Measures

Figure 25 Qualitative exploration of the workplace context

One central methodical element of this exploration consisted of project
visits and qualitative observations as described in chdpdet Junior en-
ployees of theAccenture Management Consultimgprkforce in ASG were
observed in their assigned work roles in project teams at the client site. In
addition to these work shadowing sessions that resulted in a set of narrative
summaies of information seeking scenarios, additional data was collected by
asking the participants to recall critical incidents of thaked information
seeking in a senrstructured interview (see appendix B) with the following
adaptati on o0001)Gtardew teehniquecl . 6 s ( 2

APl ease try to recall a recent instance
helped you solve a problem or take adequate action within your project role.
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Would you please describe that incident for me in enough details so Iean pi

ture the situation?9
Requesting the participants to describe such situations, provided detailed
scenarios of information seeking based on t
proved to be even more useful than the timely and regionally limited-obse
vations, since it was not possible to visit all participants of the study in their
project environment. As described in sectibh the subject group of young
professionals was selected to be represented by emplaysesttfe ge-
graphical business units dccenture Management ConsultidSG and
North America. While it was possible to visit individuals of the former target
group, work shadowing sessions could not be conducted with participants
from the latter. Accordiny, the lack of direct observation was compensated
by employing the mentioned technique via telephdrahle 7 summarizes
procedure and criteria of the qualitative exploration and its instancds of o
servation and intgrews.

Table7:

Summary of instances of qualitative exploration of the workplace context
Accenture Accenture
Management Consulting Management Consulting
Austria, Switzerland, Genany |North America

qualitative d- |work shadowing on site critical incidents via phone

servation

semistructured | Each subject was interviewed allowing the observer to clarify
interviews tain actions, sources and terms used during the cliericritical
incident. Operended questions allowed thebgects to reflect on
the observed/critical incident and further describe theirinfo

mation seeking behavior and the role of social software as a
source of mformation in the daily private and professional rout

number of po- |3 projects /7 subjects 5 projects / 5 subjects
jects / subjects

type of pojects | Any client project across the various service linedadenture
Management Consulting

project phase |Overall initial project phase or at least rolt phase of respgve
subject

As described, thesigeld trips were used in order to conduct work gha
owing sessions with subsequent semuctured interviews of voluntary pa
ticipants. The rich amount of gathered qualitative data was condensed by the
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observer/interviewer in a set of 11 narrative sumesanvhich were valida

ed with the subjects for their overall validity of common work taslaitns

in the workplace of analysts and consultants. These scenarios describe the
information seeking behavior of selected individuals and provide anr ove
view of frequently observed situations, activities and used sources of info
mation. The selection of these incidents was based on availability,
significance for the defined research problem and representativeness for the
domain and context of this study.

5.2  Scenarios of information seeking

In the following, the gathered incidents are describeghamrative summi

e (cf. Bartlett/ Toms 2005) in order to c
tasks and procedures in the daily consulting project life of young piarfiess

als to the reader. Each incident is initially introduced by the point ofrdepa

ture of the respective project and personal context of the participant. Then the

specific observed or interviewed information seeking scenariessrited.

The segmentationfdhe different phases of each incident wasdtted by

the author and later validated with the observed subjects.

l ncident 1: 6Getting an overviewb

Point of departure

After having received her masterds degree
Jessic¥ joinedt he firmés HR consulting workforce

this group she received initial core trainings, teaching her the fundamentals

of business consulting, as well as the corporate methods, tools and assets

used on typical project engagements. Shethas assigned to a pool oinju

ior employees eligible for any suitable role on project teams within the HR

consulting department. She currently is staffed to a project at a client of the

energy industry. Together with six other colleagues she works afiéme

site on a training development project as

42 The names of the observed employees described imltbwihg cases of infor@tion
seeking have been altered in order to guarantee anonymity.
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talent development program. It is the overall goal of this project to roll out a
corporate university program with blended learning offers for eack-wor
force. Jessica ggifically is assigned to developing training material for the
courses directed at the HR workforce of the client. Her project roledaccor
ingly is called oO0training developer®é and sh
colleague, who has been assigned to thentlfor a longer period of time
already. Together with her colleague she reports to a workstream lead, who
acts as counterpart to the client. She is relatively new to the project and has
neither worked for this client before nor for any other companyeétiergy
industry. As newcomer to the project, she needs to learn all about this indu
try, the client, his current situation, the project her firm has sold and &er sp
cific role and tasks. While working through existing material and inferma
tion, she is ded to document her findings in an overview presentation.
Since many external trainers, client contacts and colleagues from other pro
jects or groups ask for such information, she shall update the existing mate
rial and thus create an overview of the cotrproject for this audience.
Jessica figures that her information need matches this audience and therefore
decides to document everything she will be able to find.

Information seeking scenario

Define information need and evaluate initial situation

As desdibed above, Jessica is fairly new to industry, client and project. She
therefore does not know a lot of the things required for the aborgomed
overview information. As a first step, she writes down the questions, she
herself needs to answer and fermore imagines, what other people would
need to know to better understand the project and its context. So, first of all,
she takes a look at the existing information material from the foreruriner cl
ent project. Since this project led to the current ptpge figured she might
make use of a large amount of material gathered before. But she soon realizes
that her (and therefore the audiencebs) info
the existing material, since project scope, structure and content havedhang

in many ways and there is no general information on the client and industry.

First orientation: identify information sources and links

In order to get a first understanding of the energy market and the client, Je
sica opens thimternet Explorewisitst he companyds website and brc
intranet pages. There she is able to find general information on the corporate
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group, its organization and products. Furthermore she learns albyoenmtcu

hot topics and existing projects. She also use&thmgleSeart engine and
Wikipediato seek more general information regarding the energy market,
competitors, products, mechanisms and terminology. She saves the links and
copies and pastes some of the most valuable pieces of information into a
blank presentation. Fanore detailed information regarding the project, she
asks her colleagues what has been done before and who might know more
about it. Of course, her colleagues on the project are able to provide her with
input. Furthermore, they refer to other colleagués wight be of help. 3e

sica herself remembers some colleagues as well who have been presenting
their part of the project in previous phone conferences or brownbag sessions
(informal lunch session with short presentations). But before she contacts
anyone ther than the colleagues in the room, she takes a step back and tries
to structure her request. This helps her to have an overview of whiatainf

tion she will further need to seek and what she will use it for, @iceved.

Gather information

Based orthe references from her colleagues and her own contacts, she starts
to contact various colleagues. In order to find out how to contact them and
what they might contribute, she opens thternet Explorerand visits the
internalPeople PagesThere, each ephoyee is represented by a profile page
with contact information, a short biography and further information regarding
skills, interests and previous project experience. Furthermore, she starts to
visit the internalKnowledge ExchangPBortal and external vikepages, she

had bookmarked in her first orientation Googleand Wikipedia By these
means she gathers many pieces of information of various types: pictures, text
documents, presentations, audio files and videos. The largest amount of i
formation therebycomes from her colleagues, sending RewerPointpre-
sentations of work package overviews, regular meeting/status updates, con
cepual training material and other deliverables of her project and other rela
ted projects.

Evaluate information

Jessica the has to evaluate which of these information objects may be useful
for her. In order to judge the material, she needs to decide what it is she
wants to say in her presentation and how she is going to visualize it. She
needs to take into account certaintiieons and standards, defined bynte
plates and manuals of the client and/or the project.
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Create draft: merge information and add findings

She then is able to create a first draft version of the deliverable. This, of
course, consists of previously crahtmaterial of her peer and senion-co
leagues on the one hand. But, on the other hand, is also refined and extended
by the information gathered from the various sources and findings Jessica
was able to extract herself. Based on these sources, she is dbtihoent
answers to her own questions and thereby create an overview presentation for
future use and distribution to other colleagues and clients.

Discuss and refine

Before handing in her results, she consults her peer colleague to discuss the
draft. In dscussion with this more experienced colleague she is able to verify
whether structure and visualization are adequate anek>gaHining and
whether the provided information is correct compared with her previcus e
perience.

Finalize

With this done, sherfializes the presentation by making final corrections and
sends the deliverable to her supervisor.

Il nci dent 2 6The I ndian assetod

Point of departure

After three months on the project, Jessica feels more comfortable with her
project role, the client and gext context. She works quite independently
and is guided by her peer colleague, who usually defines her work packages
and is her first report level. Her supervisor then coordinates the deliverables
with the client and manages change requests. One ma@easigca opens her
e-mail inbox and finds a request from her senior executive asking hento co
tribute to an overview presentation for his meeting with a member of the
board of a prospective client. This presentation shall summarize their activ
ties with tke client as well as explain the concepts, tools and methods her
firm has developed over time to offer this type of consulting work to other
prospective clients. She receives this request along with some guidimg co
ments through a chain of colleagiedownfrom the senior executive passed

on by a senior manger to her supervisor and then forwarded to her. Jessica
realizes that she will need to gather various pieces of information in order to
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be able to answer to this request and put together an appropesgatation
regarding not only her activities but the overall asset developed by various
colleagues.

Information seeking scenario

Clarify request and information need

The first step for Jessica is to analyze exactly what has been requested. She
reads the -@nail another time in order to understand the posed irditwm

need. For the further understanding of the expected deliverable, she can also
rely on previous experience with such presentations and requests. But she
soon realizes that she will not be atdaneet the inquiry based on her éxis

ing knowledge and experience.

Gather existing material

So she first starts to gather an overview of what material exists within the
project, which might help handling the request. Therefore she consults her
own file achive of presentations and training material. This is stored not
only on her PC but also on the team/project server. So she opdntethet
Explorer and enters the address of the profgbarePoint From these two
information sources she is able toriete a variety of presentations regrar

ing the activities at the current client. But for a more general overview of all
assets of the entire consulting workforce, she needs to seek further. She asks
her peer supervisor (on the phone) for advice and isafaiwd a dagment

from another project, where a corporate academy has been developed to train
a clientds marketing and sales workforce.
also mentions that she has heard from a group of colleagues from the office
in Bombay, vhich is currently working on an offering specifically considered
with corporate academies for HR workforces. These colleagues haveasumm
rized the main findings from previous projects and research and asked her
and their supervisor for revision of the makmonly days before. Jessica
remembers that she had received this presentation as well and opens it along
with the previously gathered material.

Evaluate relevance

She then scans through the various slides and evaluates, which of these might
be relevant dr the mentioned executive meeting. Since the exataren of
the meeting and information requested from her still remains somewhat u
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clear, Jessica would like to contact the senior manager, who is preparing this

meeting, in order to ask her for furthetdai | s . But since she doesn
this colleague very well, she decides to send her peer colleague a meeting

request to discuss her considerations with her. Regardless of this vagueness,

she realizes that the presentation she received from her supenlidmr of

no use. The overview presentation of their project and the material from

Bombay seem most promising to her.

Merge and adapt

Jessica starts to merge the existing presentations by selecting thenmost i
formative slides from each deck and copyinmio a new presentation. This

way she creates a draft, where she may retrace the storyline and adapt the
material with regard to the prospective audience and context. Thisnalso i
cludes translating the Indian presentation into German. While adapting and
translating she opens theternet Explorerto visit http://dict.leo.org. There

she finds translations from English to German and in some cases reads
through the discussion forum regarding the appropriate translation for certain
terms. Other than translatiige existing slides, she adds further information
based on her own experience and the project context.

Evaluate with colleagues

With the first draft of the information collection she turns to her pekr co
league for feedback. Both discuss again the exdotmation need of the
senior executive and his client counterpart. This leads to concerns that the
scope of the presentation might be inadequate. They agree to include further
information from the material of their colleagues in Bombay. For the use of
this material, they will have to contact these colleagues and ask for any co
fidentiality restrictions. Furthermore, they decide to present their own project
in fewer slides.

Finalize and send

Jessica does not have the time to contact her Indian colleagieading

usage restrictions. She decides to go to the intémewledge Exchangef

her company by opening tHaternet Explorerand entering the respective
URL. She uses the search engine to search for the archived version of the
material from her colleages. She is able to locate the same document, she
had been sent from her colleagues, on the exchange server. All material in
this portal is tagged with metadata regarding the authors, content and usage
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restrictions. Jessica discovers that the informatgoagproved for external
usage. She finally checks her presentation and sends it to the senior manager,
who prepares the material for the meeting of the senior executive and the
board member.

l ncident 3: 0Selecting the right sourc

Point of departure

After having received her masterpns degree |
tha joined the firmds management consul ti
ago. As part of this group she received initial core trainings, teaching her the

fundamentals of business caitgg, as well as the corporate methods, tools

and assets used on typical project engagements. She wasdigmed to a

pool of junior employees eligible for any suitable role on project teanms wit

in the HR consulting department. She currently is sfaféea poject at a

client of the chemical industry in France and Switzerland. Together with 20

other colleagues she works at the client site on a training ghewveltd project

as part of tSARrollaut. It ie thet obesall gpal of thia praje

to align the | T architectdstcagewdhritd t he or ga
organizational structure and strategy. Martha specifically is assignedrto coo

dinate the graphic design withian externa
nat or 0 s hbde for managiegsthe demands from her colleagues and

signing off the deliverables from the agency. Thus, she provides hker co

leagues with the required icons, images and short media clips for theprodu

tion of the respective training material. She, themfeommuicates with

the media agency on a daily basis and distributes the delivered items to her

colleagues via the internal projegharePointite. In order to fulfill her pr-

ject role, Martha needs to have a deep understandiSgBand its specific

functions. Even though she has u&&Pin an internship years before, she

realizes that her knowledge is very superficial and needs to be deepened.

Information seeking scenario

Gather an overview of existing training material

As Martha was aware, her coany offers its employees a rich online rrai
ing curriculum. As a first step to deepen her knowledge rega®i®) she
turned to this internal web portal to gather an overview of the existing trai
ing material it provided. On the homepage of this portelsed the search
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function to search for albARrelated courses. The result list of this search
revealed a wide range of courses v@Rrelated content. Some were das
room trainings one could book online, some were virtual classroom trainings
or webinas and some were wdiased trainings (WBT).

First selection of sources

Martha knew she would have to concentrate on-based trainings, since
there was neither the budget nor the time for a classroom training or webinar.
The list of SAPWBTS, however, wa quite extensive. In order to get a better
understanding of course content and target group, she browsed through the
various abstracts provided for each course. In some cases, Martha dven star
ed the WBT and clicked through the introductory chapter t@dpstter idea

of its relevance and usefulness for her. Each training course page also
showed comments and ratings of her colleagues, which had taken the respe
tive course. Based on this additional information she was able to exclude
some of the courses Hwey were too specialized or referredAPmodules

not relevant for her project. Regardless of the Ardtamation provided by

the system, Martha was not able to evaluate which training course would
serve her information needs best.

Refer to experiencecolleagues to narrow down relevant sources

Thus, she decided to turn to a colleague, who, as she knew, had &&R on
projects before and would be able to help her identify the relevaningai
courses. She sent anmail to her peer describing her cemt project sita-

tion and information need. Only few hours later, she received a listcof re
ommended trainings. In herraail, her colleague explained her which WBT
was the best introductory training and also which information sources were
quite useful fo further questions and dwbc search. Furthermore, he attached

a PowerPointpresentation, which gave an instant overview of the program
and its core functions.

Extract information

That way Martha was able to focus on one main online training course to
extract general information oBAP. She then also read through tRewe-

Point presentation and was able to gather further insights into her project
context and the work of her colleagues. Finally, she worked herself through
the link list provided by her peefhe information sources mentioned therein
proved to be most helpful, since she was able to refer to an @AiRglos-
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sary, anfSAPForum and a list of most frequently asked questions. Thus, Ma
tha was able to extract vital information from the identiBedrces and sati
fy her initial information need for the proper execution of her project role.

Specify requests to colleagues

Finally, she could turn to the colleagues on her project and formulkadidicsp
guestions based on the information, she had pusly gathered.

| nci deéusttgoodleid 0

Point of departure

After having received his masteros degree
ships in the field of consultibg Marc | oi
ing workforce a little over half a year aghs part of this group he received

initial core trainings, teaching her the fundamentals of businessiting, as

well as the corporate methods, tools and assets used on typical pmject e

gagements. He was then assigned to a pool of junior employgixeefor

any suitable role on project teams within the HR consulting department.

Marc currently is staffed to a project at a client of the energy industry in

Germany. Together with six other colleagues he works at the client site on a

training developmenpr oj ect as part of tlere clientds
development program. It is the overall goal of this project to roll out ayeorp

rate university program with blended learning offers for eachkfware.

Marc specifically is assigned to developingrag material for the courses

directed at the marketing and sales workforce of the client. lgjegbrrole
accordingly is called 6étraining developer
peer colleague. Together with his colleague he reports to a workstraam le

who acts as counterpart to the client. On his first day at the project, he is

briefed by his supervisor on the current status, his work package amd the i

formation sources available. Marc is familiar with the theoretical background

of training developrant and spends his first days reading through the project

briefing and talking to his colleagues in order to get a better idea of his role.

He feels quite comfortable with his tasks and soon is asked to start working

on his first training course.
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Information seeking scenario

Understand task and context

Confronted with his first self dependent task, Marc realizes, he needs to u
derstand the details of this task and the context of the training module he is
assigned to. He contacts his colleagues, who hege tvorking on this pr

ject for a longer period of time and asks them about their general approach to
develop training material. They are able to provide him with insights into the
overall project guidelines and proceedings. Their description of theis task
and workflow helps him understand the context of his work and how-to a
proach his first training course.

Gather overview of existing information sources

In order to start the conceptual work, Marc explicitly asks them fotimgis
project documentatiorstandard material and a list of relevant literature and
further information sources. He is provided with all the requirecenaht
Working through the given information sources, he is able to gather a solid
overview of the work aids he has at hand forthgk of developing a training
course for the sales and marketing workforce.

Identify information need/gap

However, Marc realizes that he needs further information regarding the co

cepts of marketing and sales. The existing information sources onlytrelate

methodical and projeetlated concepts. Since his training course contains a

large amount of technical terms, he has not heard of before, he will need to

understand the basic definitions and conceptual frameworks himself, before

he is able to desigmé training material for his target group accordingly. In

speci fic, he needs further i nformation rega
and O6cost to servebo, which are a fundament a
sales training module.

Refer to internal Knowlige Exchange

Since neither his colleagues nor the existing material is of any help, he opens

the Internet Explorerand consul ts t h&nowledgepgany 6s i nterna
change This intranet portal contains two main types of content: topicieontr

butions and page Contributions are the deliverables that employebsisu

They are tagged with metadata and classified by taxonomy. Topic pages,

managed by content maintainers, highlight top contributions and feature
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other relevant information about a topic. Since trmfsthe information po-
vided by this portal is either cliespecific or on a higher level of detalil,
Marc was not able to find the general definitions he was looking for.
Conduct internet search

He decides to search external sources for more genemahation and visits

Googlecom Marc enters the foll owipg query:

sults is very long and he soon realizes that the first items are not relevant for
him. He navigates through the following result pages and finds a P doc
ment flom a competing consulting firm. He opens it and discovers a two
page article on the concepts he was looking for.

Extract information

On first sight, the document appeared quite helpful and so Marc decides to
print it out and read through it in more detdihe concepts are wellxe
plained and visualized. He highlights the most important sections and decides
to use this information as input for the training material.

Evaluate with colleagues

Before making use of this document, however, Marc contacts hiscpeer
league. They both read through the article together and discuss whether it
may be used for their purposes. His colleague holds that the definitions and
visualizations seem correct and appropriate. Furthermore, they agree that the
document proclaims noopyright restrictions, which would have prohibited
further usage.

Adapt and integrate

Marc and his colleague agree to use this information as a foundation for his
training course. Accordingly, he adds it to the existing informatiorenmht

and adapts thdefinitions and visualizations to match project standards and
guidelines. He then integrates the information in his first draft of training
material.

| nci d ®Oead end : o]

Point of departure
Af ter having received her nesstudes 6s

=2}

degr ec

Kat harina joined the firmés management co
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ago. As part of this group she received initial core trainings, teaching her the
fundamentals of business consulting, as well as the corporate methods, tools
and assets ed on typical project engagements. She was then assigned to a
pool of junior employees eligible for any suitable role on project teanms wit

in the HR consulting department. After her first project for a client of the
energy industry, where her firm implented a professional skills marag

me nt in the HR |l andscape of tpbe clientds g
proached by a senior executive and asked to help create a project sales offer
as a reply to a clientds requefert for proposa

the external support for a project, which sounds very similar to her previous

project. It is the goal of the prospective client to introduce a professional

skills management to his organization by setting up the respective processes,

aligning the orgaizational structure accordingly and training his HR kvor

force and management to implement this talent strategy. Katharina is asked

to support the senior executive and his team in developing a sales eeck, d

fining the firmbs ap pspectwvepnojed. Thkreip,r opos all t o t
Katharina is not involved in the conceptual development of the presentation.

However, she is asked to seek further credentials of previous projects and

clients, which may suit as reflerences and pr
matter.

Information seeking scenario

Define information need

Based on the draft presentation for the project proposal and the directions of
her supervisor, Katharina is able to narrow down her information need. She
was asked to gather all existing imtak information on previous projects in

the field of oO6professional skikls management
umentations and client references. This information shall be used te doc

me nt her firmbés capabilitiespectva the field c
client.

Select the most promising information source

Katharina knows based on her initial core trainings and her first project
contribution1 that all employees are to document project experience and
credentials on the corporataowledge Exchargplatform. When asked by

her supervisor to gather the above mentioned information, she decides to visit
this internal web portal. This decision is based on her training experiences,
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her supervisorés advice and thue fact
who might have worked on such a project before. Since she does not know
any colleagues with the desired experience personally, she needs to consult
the internaKnowledge Exchange

Conduct search

Katharina conducts various searches on the internall pattaqueries such
as: Aprofessional skills management 0o
Acredenti al skills managemento (Q3).

Gather results and collect material

She is provided with lists of matching results. In addition to the retrieved
documents lied by relevance, she receives an overview of the typeosf do
uments that were found in the database. Accordingly, she can filter the results

so that she only receives project documentations and credensiahfaions.

In addition to item type, shemaya o apply filters such

entsé, o6file typed, O6o0fferingsd, O6contact

to narrow down her search to few seemingly relevant documents and saves
them to her desktop.

Evaluate information content with celigues

Once downloaded, she opens the respective document and skims through its
content. As Katharina proceeds through the various pieces of information,
she realizes that the material is either too outdated or not specific enough in
order to use it for th proposal they are currently working on. Most of the
time, the documents reveal that the responsible colleagues were engaged in a
6skills management6 project, but it
larity of information, Katharina and her team ded for the proposal. She
discusses her thoughts with her colleagues and is supported in her opinion.

Personally inquire further details from originators

Nevertheless, Katharina is sure that a large share of the projects she found on
the Knowledge Excharegis of relevance to her work. She thereforestots

the author information of each document and decides to send each originator
an email. Katharina asks 12 colleagues to provide her with further-info

t hat

(Q1)

as

0

mation regarding the mentioned previous projectaiet f i el d of Oprofess
asks

skills management 0. She speckoive-cal |y
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Point), which may be used as a reference for their current project proposal at
a prospective client.

Gather replies and evaluate feedback

Even though she reises immediate replies from two colleagues, the overall
results Katharina achieves with this request are quite disillusioning. Within
14 days, she only receives replies from four colleagues. Some of lthe co
leagues she contacted were on vacation; otherslneady left the firm or
were not really involved in the mentioned projects themselves.

Dead end

Based on her search on the interiabwledge Exchangand the personal
inquiries she had sent out viar&il, Katharina is not able to gather any-fu
ther rderences from previous projects. With the information sources she has
at hand, she cannot provide the information her supervisor had asked her for.

|l nci d Deepdiv®: 6

Point of departure

After having received her Master of Science Business Honoreelég n-
ternational management Laura joined the
workforce a little over a year ago. As part of this group she received initial

core trainings, teaching her the fundamentals of business consulting, as well

as the corporate meills, tools and assets used on typical project engag

ments. She was then assigned to a pool of junior employees eligible for any
suitable role on project teamsn-within the
sulting department. She currently is staffed to a progea client of the

chemical industry in Germany. This project is part of a global program ai

ing at the optimization of the supply chain process landscape, IT system a

chitecture and organizational structure of the client. Over a longer period of

time themanagement consulting and technology services workforce set up

this program together with the client, manage the program office and support

distinctive management levels of the client in variousmuapects and work

packages. The current project, on whlcaura rolled on four months ago, is

concerned with the processes of global order fulfilment and export. Together

with about 10" mainly seniofi colleagues her firm supports the client in the

conceptual design of global-tie processes, detailed bussg@socesses and
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functional design and the creation of functional specifications as well as a

detailed initial business case. As a junior employee Laura is assigned to the
operative support of the client contacts.
chitect& process designerd since supe has the
business case linking key performance indicators (KPI) to the business result

of each process redesign measure and furthermore is responsible fpr the o

erative support of the work packagencerned with designing the process of

global export documents and bill of lading. After a week of orientation,

where Laura got to know the client, t he
scope as well as her role description, she started her work on tinedsusi

case.

Information seeking scenario

First orientation and development of approach

In order to develop the business case, Laura needs to gain a deeper unde
standing of the task and develop an approach on how to proceed. On her
previous project, she ged first experience and knew in general what the
expected outcome of this task should look like. However, she soon realizes
that this business case will be very complex since there is a large amount of
work packages and activities influencing the busimessome of the project,
which are highly distributed across business units and geographies. She,
therefore, develops a four step approach to her task. First she plans to gather
all project activities and measures on work package level that will have an
impact on the clientdés profit arnd | oss ( P/
mation she will identify where exactly these benefit levers will haveran i

pact. Then Laura plans to interview the responsible client contacts in order to
evaluate the degree of impaaf these benefit levers. Finally, she wants to
collect the respective data on operative level in order to gather the mxact i
pact, e.g., amount of time spared and amount of reduced errors, in order to
forecast the estimated return of investment for thigeespan of project@a

tivities.

Identification of information need

Gathering a list of all activities on work package level does not present a
complex task for Laura. She designsM8 Exceltemplate, sends it to her
colleagues and client counterpartgdlved in each work package and asks
them to fill in the required information for her. The next step, however,
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proves to be more difficult and Laura realizes that she will need to seek fu

ther information in order to be able to identify where the respeetitivity

will add to the P/L statement of the client. She feels quite comfortable with

this matter in general, but is not familiar with the specific structure and logic

of P/L statements in the chemical industry. She needs to dive deeper into this

topic of accounting standards and develop the competence to understand and

analyze the clientds profit and | oss account

Gather overview of existing information

First of all, Laura asks her team members and client counterparts whether
there is the required inforation available. She finds out that there is no
preexisting material she might use right away, since none of her team me
bers and supervisors have worked on this topic before. One of her clients,
however, suggests her to contact an employee of the Clamjrdepartment.

He would be able to explain to her the internal accounting standards, cost
centers, service cost centers, consolidation guidelines and other standards.
She immediately arranges for a meeting with this contact, but realizes that
she will need to prepare and develop a first understanding of the industry
traits.

Search for further information sources

Laura turns to the-kbrary of her former university and searches fonagel

keywor ds such as Aaccounting fAgpt/dndar ds o, i
statementd in order to get an opoverview of r
rent topics. She also takes a look at her university folders with the material of

accounting classes. Browsing through the inteMglLearning platform of

her firm, she canndind relevant courses with the required granularity of

information. Finally, she realizes that her sister is quite an expert in this topic

and decides to meet with her as well.

(
€

Extract information

Having collected such a large amount of information s@yricaura starts to

extract relevant material from them. Via a magazine she discovered in the e

l'i brary, she has found BcKioseymrelpb ook on AVal u,
chases it. It contains all the relevant basics on how to measure and manage

the value of ompanies. Reading through it, she also consults her notes from

the university and gathers a good overview of relevant aspects of her current

task.
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Discuss and refine

Based on this information she is able to discuss her findings withder. si

She is hle to explain Laura some open questions in more detail and thus

prepare her well for the meeting with the controller. Finally, Laura has a 30

minute meeting with the client contact of the Controlling department and

finds out more about the specifics okth cl1 i ent 6 s accounting st:
also provides her with internal documentation for further study and future

reference.

Reflect and apply

Having consulted this variety of information sources, Laura feels well pr

pared to anal yze ttSheismwable toidénsfywldrde st at e me
each process redesign measure wil/ i mpact
and thus proceeds with the design of the business case.

l ncident 7: 0l dentifying responsibilit

Point of departure

After having received his undergraduate degree in marketing and interatio

al business Mike joined the firmds manag:
and a half years ago. As part of this group he received initial core trainings,

teaching her the fundamentals of mgsis consulting, as well as the corporate

methods, tools and assets used on typical project engagements. He was then

assigned to a pool of junior employees eligible for any suitable rolean pr

j ect teams within the 6TalemnmaMaaeadgement
consulting department. Currently Mike is staffed to a consulting project at a

major computer technology corporation, where he is assigned to the role of a
communication officer. The project itself is a very large training initiative

designed and fied-out by a large team of colleagues. It is his role to deord

nate the various training modules and sessions and set up regular gommun

cation to the client and all affected personnel. In the course of his work, his

colleagues have built a new training dote and now need to inform the

entire target group about the availabilit
supervisor informs him that this communication is needed at short notice and

asks him to guarantee that all employees were informed in time. I&ritas

not done such a global communication before, he does not know hagw to a

proach this task.
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Information seeking scenario

Understand task and specify information need

First of all, Mike tries to gather further information from his colleagues and
client counterparts. He asks them how such a message is usuadiyittad

and who needs to be contacted in order to follow the corporaigasts. He

is told that there exists a standardized process, where certain employees need
to review and approve the comnication before a weekly deadline. His
contacts know that there existed a certain corporate channel with specific
requirements regarding layout, review and deadlines for such conanunic
tion, but none of them has detailed information on how to approactaskis

He realizes that sending out this message would take more than writing a text
and pushing a button. He needs to understand theratepguidelines of his
client in order to successfully perform his task.

Identify valuable information sources andpessible contacts

Mike decides to turn to the corporate intranet of the client in order to find
further information on who to contact and how to proceed. Furthermore he
hopes to find a standardized template, which provides the correct layout for
his news mssage. He discovers that there exists an internal communications
team, which coordinates and approves all messages to the employees from
external partners. With the contact information from the intranet, he sets up a
meeting with the responsible contant earder to explain his intention and
close the gap in his knowledge.

Gather information from responsible contacts

In the meeting with the clientdéds communicat
indeed a complex process for internal messages was in place. Thie-had

come necessary since previous communication
requirements. In some cases wrong channels and layouts for messages have

been used and thus caused misunderstandings and irritations. The discussion

with the communications team hslpMike clarify a lot of open questions,

especially regarding the approval process for such messages. Theeexact r

quirements regarding language and layout for a successful and tipiely a

proval of his message remain unclear to him.
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Clarify open issues

He reurns to his office and contacts his colleagues from another project at
the same client. He calls them to explain his concerns that his urgent message
would not be approved and accordingly fail to reach the target group in time

I as it has been requestedrfr his supervisor. Since they have previously
sent out similar notices, they are able to give him some advice on certain
terminology and other aspects to bear in mind when writing his message.

Consolidate findings
Finally, Mike consolidates all these pisagf information and creates a reew

|l etter, which follows the clientds standa
have this draft reviewed and approved by
by the end of the day. Furthermore, the project lead also neeigg tib off

within two days in order to finally deliver it via the adequaterimaémailing

list.

Evaluate and finalize

Before sending out his draft, however, Mike discusses it one final time with
his supervisor. They agree on final version and send foou¢view.

|l ncident 8: 0Getting to know new domai

Point of departure

After successfully delivering the trainin
finishes this engagement and he is asked to take over a new role at a different

client. He shall join groject at a client of the health insurance industry. His

firm was asked to consult this client regarding their customer relationship

management and identify ways to enhance service quality and customser sati

faction. A first team has conducted a strategsal ysi s of the client ¢
activities and weaknesses in this field and identified large potentiamfor i

provement by setting up standardized CRM processes and introducing a new

information management system. The client has agreed to launch a large

scale project in order to introdu&ebel CRMnto the IT infrastructure and

establish the proposed processes. Now that the first modules of the system

are in place and the global launch is approaching, Mike and other colleagues

are staffed to the projeat order to set up required training modules for the

enabl ement of the clientés personnel to s
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cordingly, it is his role on this project to develop training material, which
may be used in classroom and wWased trainingsropart of the client.

Information seeking scenario

Understand task and identify information need

Prior to his first day at the project, Marc starts preparing for his new role.
First of all he feels the need to understand in detail what will be requested of
him and what he will need to know in order to perform his role. He contacts
his supervisor and clarifies first open questions regarding the praject e
gagement, current situation, client details and aspects of his role. Thanks to
his previous project expence Marc is familiar with the activities of training
design and change enablement on such a project. However, he has never been
at a client in the healthcare industry and is not familiar withSiebel CRM
system. He realizes that he needs to quickig gaowledge in both domains

in order to be able to perform his task. He agrees with his supervisor to take
first steps in order to familiarize with industry and tool and makes sure to
arrange a second meeting with him, where he will be able to get baok to

and reassure he is on the right track.

Gather overview of field of interest and specify information need

For a first overview of relevant terms, industry specifics and a general d
scription of the CRM tool, Marc browses the web usBapgleand Wikipe-

dia. This way he gathers gener al i nformat.i

homepage), Siebel (via Wikipedig and overall characteristics of the
healthcare industry (e.g., vid/ikipedia Google news He is now more
aware of the field he will be workingniand able to formulate more specific
information needs regarding his job role and upcoming tasks.

Ask colleagues for more specific information sources

Marc then turns to his colleagues and supervisor to ask for more specific
information on the tool and ¢hhealthcare industry. His supervisor provides
him with a link list of relevant information sources on the industry. While his
colleagues send him a setRdwerPointslide decks orsiebe] its infrastrie-

ture, modules and overall functionality.

on
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Extract information

This large amount of relevant information sources proves to be vefulhel
for Marc. He works through the various documents and websites and deepens
his knowledge on the healthcare industry and the CRM tool.

Deepen knowledge with training mag

Finally he refers to the internal learning management system and finds fu
ther training modules on industry specifics and is able to sign up for a 1 hour
classroorrbased training foBiebel

Finalize and continuously clarify questions

This proceedingnabled Marc to quickly get to know the details of the pr

ject context and essential information for his project role. He starts his work

on the project and is given frequent 0t o
questions. These are regular team meetindgere colleagues may ask and

discuss various problems or questions.

| nci d &\dre t®stad 6

Point of departure

After having received her undergraduate degree in economics Gwen joined

the firmbébs management consul ofitheg wor kf orc
group she received initial core trainings, teaching her the fundamentals of

business consulting, as well as the corporate methods, tools and assets used

on typical project engagements. She was then assigned to a poaioof ju

employees eligiblefo any suitable role demt project t
Management and Organization Performancebo
course of a large financial information system implementation at a client of

the utility industry, Gwen is asked to join the maijteam in order toestelop

training material for the rolbut of the system. While her colleagues are

mainly concerned with the development of functional designs, system r

quirements, business planning processes and other functional work, it is her

role to develop the respective training modules for the enablement of the
clientdés workforce.
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Information seeking scenario

Identify information need

Gwen is well aware of her task and what is the expected deliverable of her
work since the project uses a stambdmethodology approach, which is well
documented regarding roles, tasks and responsibilities. But since it is her first
project role, she does not know where to start and how to map things out. She
realizes that she needs a lot of guidance on how to agpteer first task of
creating the training material for a certain module of the new system.

Ask supervisor and peers for first guidance

Instead of directly addressing the client she chooses to contact herisupe

and ask him for help. Her supervisorderstands this and recommends her to
contact the change management development team and other project teams,
which might be able to provide her with further guidance. With a load of
questions she first turns to her team members in order to find out where
look for further information on her task and ways to approach it. Since they
have already been on the project prior to her they are able to point her to the
internal SharePointsite, where she may find the already existing training
material and furthedlocuments of the project design phase.

Gather information from recommended source

Based on these recommendations, Gwen turns to the project intranet and
retrieves the various design documents. Furthermore she receives testing
documents from the testingat®, which allow her a deeper understanding of
the various system functionalities.

Build up technical knovihow

Before extracting the information from these documents, however, she is able
to sign up for a training course on the training development taal. ihis
training explains her how to actually develop the material withesgective

tool.

Extract information

Having understood how to use the tool for developing training material, she
turns to the documents she has retrieved from the informatioeesober
colleagues have recommended her. She then extracts the information on the
newly implemented information system from the design documents and is
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able to develop a first approach of how to teach the new functionalities to the
target audience based examples of previous training material.

Verify understanding and present approach

With this she now feels comfortable to turn to the client and discuss with him
whether she has understood the system correctly and whethepthadh to
her first trainimy module is going in the right direction.

l ncident 10: 6Understand foreign conce

Point of departure

After having received her undergraduate degree in psychological sciences

Hanna joined the firmbs mayeamggmMent <consul
part of this group she received initial core trainings, teaching her tha-fund

mentals of business consulting, as well as the corporate methods, tools and

assets used on typical project engagements. She was then assigned to a pool

of junior enployees eligible for any suitable role on project teams within the

6Talent Management and Organization Perfo
As one of her first projects, Hanna is assigned to a business systesn impl

mentation project at a client of the pulplinmdustry. In the course of this

large scale project a new company information system will be introduced,

which will support all relevant business processes with the relevant operative

and strategic information. Since such an implementation includesge |

amount of system and process changes, a team of consultants has been asked

to develop a concept on how to enable th
new system and aligning with the new business processes. Hanna is therefore

assigned to the role of @nceptual training design developer and asked to

create training material oBAP and its relevance for the sheeting process.

She realizes that even though she has quite sufficient knowledge of training

development and the system itself, but cannot apéyknowledge without

the respective industry knowledge on paper production in general and the

converting process in specific.

Information seeking scenario

Understand task and identify information need

In order to gather the required information, Hannst fof all tries to idstify
the scope of her work package and the affected client process steps she will
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have to include in her concept. Her supervisor tells her more about her task

and responsibility but since she does not know anything about thatioper
procedures of the clientds business, she
training concept. She realizes she would need further understanding of the

operative processes of paper production and how they playedARan

order to develop the trairgnconcept.

Evaluate relevant information sources

First of all she turns to her colleagues in order to find out whether anyone
had done something alike and would be able to help her. Since the industry is
quite specific, there does not seem to exist previexperience and subject
matter expertise in her proximate surrounding. She knows that her client is
very familiar with the topic but does not want to approach him with questions
on the very basic level. She decides to arrange a meeting with her client
counterpart but to research the basic information beforehand in ordes-to cr
ate a first overview of her approach.

Look for internal expertise and experiences

Since she is not able to get any support from her colleagues, she turns to the
internalKnowledge ExXtangeplatform of her firm, where all consultinggr

ject engagements are documented. She uses the search function of this portal
and is able to retrieve various documents on the pulp mill industry anid prev
ous projects at such clients. These documentsidactieliverables of these
projects as well as presentations documenting the project scope ard impl
mentation.

Specify information need

Scanning through the documents, however, Hanna realizes that the objects
retrieved from this information source are netyvaluable to her since they

did not provide the type of information she is looking for. It was tob-tec
nical on the one hand and not detailed enough on the other. She realizes that
she is looking for more general information on the industry, whichpstH

vided her with a high level of detail on the business processes at a pulp mill.

Choose information system and conduct search

Thus, Hanna hopes to find more relevant information on the web. She uses
the Googlesearch engine to seek information on thevewting process, the
sheeting and storing of paper. This information would help her identify how
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these tasks proceed and will be tracked inSA®system. Her web search
returns a large variety of information sources, which she shortly evaluates.
She isable to find relevant websites with further information on the paper
production process (e.g., wisegeek.com, sayid.net) as well as gather doc
ments fromGoogleScholaron a more detailed level.

Extract information and condense it

Hanna works through theftérent documents and websites anddamnses it

to a conceptual overview of the proceedings at the client and the interplay
with a corporate information system. She can now identify what she needs to
include into her work package and develop an approacthéotraining -

sign.

Present and evaluate

With this rough concept and her basic understanding of the pulmchittry

she feels now comfortable to approach her client counterpart. With him she is
able to fill the gaps and validate the gathered infaonads well as agree on

the further proceeding and concept.

Il nci dent 11: 6l terative market researc

Point of departure

After her project at the client of the pulp mill industry is finished andvdeli
ered, Hanna returns to her home office. There she éldsksupport a senior
executive and his team in developing a proposal for a prospedtire of

the automotive industry. She is given the role of a business pevehd
research analyst and receives various requests from her more sdnior co
leagues to sk certain data, which is required for the proposal devetmt.

One day one of the senior project members comes up to her and asks her to
provide him with an analysis of the smartphone market. In order to lay out
the value proposition and estimated reatkhe project, her colleagues need

to be able to draw a picture of the
region.

syndi
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Information seeking scenario

Specify information need

In a discussion with her supervisor Hanna further clarifies whayisested

from here. She understands that her team needs to know what the size of the
smartphone market is and how many devices there are in a certain region. As
a first step Hanna starts a general web search in order to get a first unde
standing of what deviceserconsidered to be smartphones and thus further
specify her information need.

Gather first set of information

Then she is able to seek the information requested from her colleagues. She
visits the websites of such research databases as Forrester and, Gatae

she knows that these sources are known to provide market studies and stati
tics. She searches for any document related to smartphones and is able to
retrieve a set of information objects. These include articles or factual data in
the form of US sttistics. Hanna collects all this information and saves it to
her computer.

Extract information

She closes thimternet Explorerand starts reading the articles and exingc
information from the gathered data. While doing this she summarizes the
information and consolidates it.

Present and evaluate

Thus she is able to present the gathered information to her supervisor and
evaluate with him what of this is useful to the proposal her colleagues are
working on. In this discussion further questions arisedke different fuo-
tionalities of smartphones and their benchmarks.

Identify new information need

With this newly identified information need Hanna returns to heripuesly
retrieved documents. She realizes that she will need further information and
coninues her web search.
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Collect and extract further information

She is able to gather further documents from the above mentioned info
mation sources, which promise to close the identified gaps. Extracting the
information she updates her consolidated summbfindings.

Present and evaluate (2nd round)

Hanna and her supervisor sit together and evaluate the status oétbaich
anew. Since the development of the proposal has taken anothatioditsy
now, they identify further questions which cannot beveered based on the
data gathered so far.

Repeat and refine

Hanna and her colleagues repeat and refine this process until shethas gat
ered sufficient market statistics, which build the foundation for the-stat
ments made in the project proposal to thentlie

5.3  Analysis of findings and
definition of central INSU co ncepts

Reading through the above described scenarios of information seeking, some
recurring patterns stand out. There seem to be certain activitiagnol
factors and sources of information in the captured information seeking be
havior that are characteristic for the context of this study. Hence, the above
described observations together with other artifacts from the exploratory
study were analyzed in agdto come to a more expansive and general model
of information seeking.

First of all, a general classification of phases of information seekirgis d
rived in section5.3.1 Then the different types of tasks (sentb.3.2 and
needed information (sectidn3.3 are defined. In this context a new type of
information is introduced that acknowledges theoretical considerations as
well asthe observations of the exploratory study. Altogether these analyses
resulted in the extension of existing central concepts of information needs,
seeking and use studies in order to compensate the identified shortcomings
for the context and interest of $hiloctoral thesis.
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5.3.1 Phases of information seeking of young professials

Before being able to examine the role of social software applications as
source of information in the workplace, a conceptual model of this context
and the activities of informatioresking of the subject group of this study are
required. In INSU research there have been various attempts to describe
common activities, features, stages, or phases chtasid information s&e

ing behavior (see chapt8)y. Whether one of the previously developeddmo

els adequately represents the context of this study and therefore may serve as
conceptual framework for the further analysis of the research interest of this
thesis needed to be analyzed. This was aelidy comparing the observed
with existing models of information seeking behavior. Based on thimfit
analysis, a classification of phases of information seeking was derived.

Fit-gap analysis of existing models

A fit-gap analysis was conducted in ortleranalyze the correspondence of
the observed phenomena with those described in existing models if info
mation seeking. Thus, a contesgecific model that adequately describes the
information seeking behavior of young professionals based on the abserv
tions above (sefgure 26) was derived.

T Building a Context-specific Model of Task-based Information Seeking
= + Qualitative coding of information seeking scenarios
=T  Fit-gap analysis of existing models and observations
J L + Derivation of conceptual model of information seeking behavior of young professionals

Figure 26 Building a contexispecific model of taskased information seeking
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In this analysis, each scenario was coded accordingetonbst relevant
models of information seeking presented in chapter 3. This methogical a
proach builds upon the study conducted by Makri (2008) on the information
behavior of lawyers, where interviews and observations were transcribed and
anal yzedcftjog]daincme with the O6open codingb
ments of Grounded Theory in order to identify recurring behaviors and how

they might relate to one anoBlzmro (I bid.
sd of process models was selected for this step based on their conformity
with the scope, structure, method, type and applicabitifythe observations
of the qualitative exploration (s¢gble8):
1 E | Ichasaéeristics of information seeking activities (1989) (arranged in
a process model by Wilson (1999))
1 Mar ¢ hi o ngronesséssof irfannimtion seeking (1995)
T Kuhlthaubés stages of the information sea
T Cheukds i nf or ndaudsingosituatiens énkthenvgprkpkace
(1998)

Table8: Comparison of perspectives of existing IS process models and own
observations in exploratory study

Ingwersen/Jérvelin's Scope Structure Method Type Applicability
Model Dimensions

kifo-Secking (broad vs (proce;s Vs (abstract vs (summa_ry vs (general vs

Models & Observation narrow) static) concrete) analytical) specific)

Ellis / Wilson

(1989 / 1999) Broad Process Concrete Summary General

Marchionini (1995) Broad Process (Abstract) Analytical General
Concrete :

Kuhlthau (1991) Broad Process (Abstract) Analytical (General)
Concrete

Cheuk (1998) Broad Process (Abstract) Summary General

Obssevations of Braad Proces (o] te Analytical General

Exploratory Study (Narrow) rocess oncre nalyti ( ral)

(extension of Ingwersen/Jarvelin 2005)

The analysis of the gathered nawa$ focused on the accordance of the
level of detail, sequence of activities and scope of existing models with the
observed scenarios of information seeking. By means of this exqesst

43These characteristics were derivednfrom | ngwer ¢

ceptual models described in secti®i.3
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approach, the collection of scenarios was coded according to ttripties

of each process phase of the respective model. This analytical methad ident

fied the existence of phenomena of the respective model in the obsezved sc

narios of information seekindrigure27 presents an exargof the analysis

of scenario 8 6Getting t5d) cddedovihtheew domai nsé
ISP model developed by Kuhlthau (1991).

2. Information Seeking Scenario

Understand task and Identify Information Need

Prior to his first day at the project, Marc starts preparing for his new role. First of all he feels the need
to understand in detail what will be requested of him and what he will need to know in order to perform
his role. He contacts his supervisor and clarifies first open questions regarding the project

experience Marc is familiar with the activities of training design and change enabiement on such a
project. However, he has never been at a client in the healthcare industry and is not familiar with the
CRM Siebel system. He realizes that he needs to quickly gain knowledge in both domains in order to
be able to perform his task. He agrees with his supervisor to take first steps in order to familiarize with
industry and tool and makes sure to arange a second meeting with him, where he will be able to get
back to him and reassure he is on the right track)

Gather Overview of Field of Interest and Specify Information Need

For a first overview of relevant terms, industry specifics, and a general description of the CRM tool,
Marc browses the web using Google and Wikipedia. This way he gathers general information on the
client (via the client's h Siebel (via Wikipedia), and overall ch ics of the health

and able to formulate more specific information needs regarding his job role and upcoming tasks.

Ask Colleagues for More Specific Information Sources

Marc then tums to his colleagues and supervisor to ask for more specific information on the tool and
the healthcare industry. His supervisor provides him with a linklist of relevant information sources on
the industry. While his colleagues send him a set of Powerpoint slide decks on Siebel, its
infrastructure, modules and overall functionality.

Extract Information
This large amount of relevant information sources proves to be very helpful for Marc. He works
through the various d and websites and d his k dge on the health industry
and the CRM tool
Deepen Knowledge with Training Matenial
Finally he refers to the intemal leaming management system and finds further training modules on
industry specifics and is able to sign up for a 1 hour classroom-based training on Siebel. | .- { Comment [G47]: Information Collection )
Figure 27
Example of qualitative coding (scenao 8 compared with Kuhlthaubés | SP

Those sequences of the scenario that corresponded with activities of

Kuhl thaubés information search nprocess were
mented accordingly. On the one hand, the example presenfagliia 27
reeal s t he apquilitatzwedcodngt h®d o©hedot her hand, it

provides a first impression of the variables that could be extracted from the
fit-gap analysis.
In order to evaluate the fit of thexisting information seeking models for
the perspective of this study, three indicators were extracted:
9 amount of process phase overlgpkevel of detail
9 amount of out of scope phenomenacope
9 amount of process violatiogssequence of actives
A process phaseoverlép (a) refers to the situation, wh
more process phases (or features) of the existing model within a phase of the
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observed scenario (vice versa) ($egpire 27 a6sTk | ni ti ationd and ¢
Selectiondé within one stage ofethe gather
nomenonod (b) was identified, when observe
the analyzed model (vice versa). A Oproce

that the order of the observed activities contradicted with the sequential co
cept of the process model. The result of the qualitative coding analysis was
visualized by aligning the observed scenarios of information seeking to the
respective modeFigure 28 presents a schematic overview of this corapar
tive visualization.

~ Observed Scenarios | Existing Model of Information Seeking
of Information
Seeking i L

Example Scenario1 'y ; m

Figure 28 Schematic representation of-§jap analysis

The example scenario presentedigure 28 also explains the measur
ment of the above mentioned indicators. Thegéip analysis of this fictitious
example would have resulted in
1 a =4, since there were four cases where one or more process phases (or
features) of the»xasting model overlap with phases thie observed s
nario (and vice versa),
1 b =1, since the activity in process phaS&vas not covered by the ekis
ing model and
1 c =1, since process stdpbroke the sequential structure of the 8rig
model.
T h eccunalatedfigap scored of this IleBarianod e | base
1 would therefore have summed up to 6. This result accordingly needs to be
interpreted as follows: the lower the accumulatedydip score, the better
does the existing model represerd tbservations of the qualitative exg@lor
tion.
As described in sectiof.3.2 the fitgap analysis aimed at matching the
conceptual frameworks of the above mentioned authors with the observed
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phenomena in the comteof this study. The results of this analytical scoring
approach revealed large differences between the activities described-n exis
ing INSU research and the observed scenarios described in sedtidable

9 provides a first overview of the results further elaborated below (for the
detailed results see appendix A).

Table9: Results of figap analysis

Scenarios gaered | Sum of phase overlapprocess violations and out of scof
in qualitative study phenomena with respective model of information seekir
Ellis/Wilson | Marchionini Kuhlthau Cheuk

Scenario 1 7 6 5 2
Scenario 2 5 5 4 3
Scenario 3 1 5 4 3
Scenario 4 3 9 3 4
Scenario 5 7 6 2 3
Scenario 6 4 10 2 4
Scenario 7 4 8 3 3
Scenario 8 1 8 2 2
Scenario 9 3 5 2 1
Scenario 10 3 8 1 5
Scenario 11 7 9 4 5
Overall Fit 45 79 32* 35

* a low value represents a low amount of contradictions and therefore a good fitef the
spective model for representing theformation seeking behavior observed in the gathere
scenaios

From the selected examples of research, Ma

information seeking (1995) turned out to be the model, which shows the least
amount of accordance with the exploratobservations of this study. Even
though this model is highly iterative and therefore covers the observed aspect
of reciprocity in information seeking and even though the study cofitexts
match quite well, it does not fit for the purpose of this doctoralghg&hkis is

due to the fact that Marchionini is mainly concerned with the interaction
between the human user and an information system. Accordingly, the level of
detail of the process steps described in his model is quite high. Especially the

44Mar chioni ni conducted his research in a corporate
as a target group.
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phasest Gsoeulrecce 6, 6f ormul ating querybo, 0ex
resultsé are very small units of i nfor mat
large amount of overlaps with the phases observed in the scenarios of the
exploratory study. Consequently, thedép analysis did not return any @r
cess violations or even found phenomena, which were not within the scope of
the model. Solely the differing level of detail proved to be the reason for this
model to appear inadequate for the purpose of this study.

As explaing in sectio3.3.2E1 | i s6 behavioral kmodel of i
ing (1989) describes a set of general features of information behavior. For
itself this model does not define any sequential order of activities. Wilson
(21999), howeer, arranged these features in a sequential order, which enabled
the analysis of this model in the described methodology. The high level of
abstraction of the features of information behavior caused little overlaps with
the gathered scenarios. A furtheéreagth of this model is that it has been
validated in a workplace context. The-dgihp analysis, however, revealed a
variety of weaknesses regarding the fit for the purpose of this study. On the
one hand, it was noted, that the procedural arrangemestinirés by Wi
son, which so far lacks empirical validation, does not match the observed
behavior. The absence of iteration caused quite a large amount of process
vi ol ati ons. Further mor e, ElIl i sB features
formation need analis or activities aiming at the clarification of the pro
lem or task. Finally, it was noted that the model does not consider analytical
interrelations between the type of the task and the type of the consulted i
formation sources.

The information seeking a@nusing process model by Cheuk (1998) r
vealed a large degree of accordance with this study regarding its context and
methodology. As described in secti@B.2it is based upon a qualitative
study of the inforration seeking and use process of eight auditors and eight
engineers in their workplace. The use of the semsking methodologyer-
sulted in a nodinear and dynamic model, which caused little contradictions
with the observed scenarios of information segkifltogether few of the
observed phenomena were out of this model
violations were discovered. However, the level of detail once again proved to
be a differing element between existing model and the perspective of this
study, @using a notable amount of process phase overlaps. The activities

described in Cheukdés model remain on a ve
initiatingé, O6focus forming6, &éideas assu
jectingbéb, 0i deaasssifnign alni ziidnegabs 6d nd whpg ch doe
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purpose of this study. Furthermore, it prove
concept of O6idead, which hindered the compar
perspective of this study. In addition, it needs to bertakto congleration

t hat Cheukds model has a strong focus on ttF}
does not play a vital role in the perspective of this doctoral ditisert

Finall vy, it was assessed thate- Kuhlthauob6s i

vealed the bedit compared to the qualitative observations gathered in the
course of this study. It showed the least amount of process phase overlaps,
process violations and out of scope phenomena. The common point of depa
ture for model and observation is a task mtpem, whichi in the following

i needs to be solved by the individual. The ISP also represents one of the
most cited and evaluated models of information seeking and has been eval
ated in various contexts. For the fit of this study, however, one negéalseto

a variety of aspects into consideration. Fil
model lies on the affective component of information seeking. Based on the
concept of uncertainty as trigger for information seeking, Kuhlthau modeled
not only the activiés of information seeking but especially focused on the
emotional states of the individual during this process. Since this dimension
was neither measured in the exploratory study nor considered essential to the
purpose of this study, the ISP model does nepresent the perspective of
this thesis very well. Further more, Kuhl t ha
weaknesses. On the one hand, it is a primarily linear process model and has a
strong focus on the library context. Almost all initial validations of hasl-

el were conducted in the context of scientific information seeking and refer to

a very different use case scenario. On the other hand, the ISP model lacks an
analytical perspective on the interrelation between the type of the problem,
the type of infomation needed and the respective activitiesnfifrimation
seeking.

The comparison of the gathered scenarios of information seeking behavior
in the given context with the above mentioned existing research models pr
vided essential findings for the underslang and definition of the perspe
tive of this doctoral thesis. Nevertheless, none of these studies sufficiently
offered an adequate theoretical model and foundation for the further analysis
of this study. The | atter tanedgortdd i n regards
be a central theme in the-fiap analysis. It pointed to another relevaiat d
mension outside of the dimensions analyzed until here: the integration of an
analytical perspective regarding factors that influence the relevanceeand s
quence of aivities of information seeking into the dominant process pe
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spective of the models selected for theghp analysis. Sectioh1 will fur-
ther elaborate on this aspect and define the requirements for an extended
model of infomation seeking.

Classification of identified information seeking activities

Based on the scenarios of information seeking gathered in the exploratory
study, the literature analysis of selected, existing models of informatien see
king behavior and the ressilof the fitgap analysis, a classification of imfo
mation seeking activities was derived (degure 29). Altogether, seven
phases of information seeking were identified, which correct the eagler d
sciibed misfits. Depending on the task complexity, the type of information
and the overall context (which will be closer defined further below) young
professionals in management consulting can be considered to engage in all or
some of the following phases wiformation seeking when being confronted
with a new work task:

Understand Extract
Problem & ¥
. Information &
Identify
J Evaluate
Information Quali
Need ty
Gather
Overview of Consolidate Finalize &
Existing & Adapt
b 3 Present
Information Information
Sources
Conduct
Search & Evaluate
Collect Relevance
Information

Figure 29 Activities of information seeking

The following description of the respective behavior and involved actions
define the respective phase in further dleta

Understand Problem & Identify Information Need

The employee gathers further information in order to understand thiemro

and the expected outcome. He/she compares the problem and anticipated
result with his/her existing knowledge. Thus, he/she ifleativhat infoma

tion is required in order to successfully solve the defined problem. Based on
a realized and defined information need, he/she is able to continue in/return
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to other activities of information seeking. Actions: ask, reassure, discuss,
andyze

Gather Overview of Existing Information Sources

The employee gathers an overview of the information sources he/she has at
hand. He/she is able to evaluate what information he/she is able to use from
sources directly related to the task and his/heasdnal and organadonal
context. Based on this overview, he/she may specify his/her further info
mation need and identify information sources he/she will need to refer to.
Actions: browse, ask, scan, follow references

Conduct Search & Gather Informah

Either having identified or having been pointed at further valuablea-info
mation sources, the employee conducts specific searches. He/she collects all
the retrieved information from the respective sources and gathers a variety of
information artifacts wthout closer evaluatiorr. Actions formulate query,
execute search, save results

Extract Information & Evaluate Quality

The employee closely extracts and interprets the information fronreditfe
sources and artifacts. This includes a first evaluatioitsafelevance to the
information need and extraction of the most valuable aspects dcftieyed
objects- Actions read, analyze, evaluate

Consolidate & Adapt Information

The various objects of retrieved information are combined and merged into
one pespective. In addition to the newly extracted information, existing
pieces of information are also included in the consolidation of findings into
one knowledge object. This may also mean that previous positiong-are r
vised and changed. Actions merge, adpt, write, draw, correct

Evaluate Relevance

The information sought in the previous activities is evaluated regarding its
relevance and effectiveness for the identified information need and the task
to be solved. Based on this review, the employee maytnaegeat previous
activities.- Actions ask, discuss, evaluate



194 5 Modeling taskbased information seeking of young professionals

Finalize & Present

After having evaluated the relevance of the information gathered so far, final
corrections are made in order to be able to present the information reest ad
quately. Thenhe information is either used for solving the task or satisfying
the identified information need. Actions correct, write, adapt, present

This set of phases best represents the information seeking behavior of
young professionals in management consuléiadgt was observed in the-e
ploratory study. As an inductive classification and conceptualization of the
observed behavior, it furthermore corresponds with the perspective and level
of detail required to support the research interest of this thesis. Wasit
elaborated in sectioh.], it is essential to come to a conceptual framework
that meets these requirements in order to further analyze the role of social
software as a source of inormation in the workplace ri&fpam the behavior
itself, the context of these activities and, thus, the factors influencing the way
young professionals seek information in the workplace need to be-under
stood. Only the acknowledgement of these central elements of INSU beha
vior thenallows coming to a behavioral conceptual framework that models
the sequential occurrence of the above described activities of information
seeking.

5.3.2 Types of tasks in management consulting

The way individuals seek information is influenced by a varietyoofextual
factors, as sectioB.3.1has shown. In this matter, the concept of task plays
an important role in INSU research in two different ways. On the one hand, it
is considered to explain why something happand the kind of raionship

that existdetween task and information activitiekgoretical bcug. On the

other hand, it facilitates registering and describing what and how something
happensdmpirical focu} (cf. Bystrom 2007). In accordance witretprewv-

ous research findings presented in chapter 3, the analysis of the described
observations has revealed that the type of task that young professionals are
confronted with has a strong impact on the way they engage in information
seeking activities. Ithe observed situations and gathered critical incidents,
the work task represented a central factor in the overall situational context of
an information seeking scenario. These work tasks, typicsdigrzed to the
analyst or consultant by a supervisorctient, were of varying complexity

and evoked different information seeking and informatabriaval tasks. The
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scenarios of work tasks in management consulting derived from theaqualit

tive observation as well as the sestriuctured interviews confirmettie ti-

partite perspective oa priori determinability as developed by Bystrom and

Jarvelin (1995) (see secti@m2.2). Participants categorized the complexity of

their respective task in regards to the infoiomat process and result ie+

quired in order to solve them.

The analysis of the derived scenarios, however, revealed that the granula
ity and terminology of Bystr°m and
task types proved not to be feasible for the exinbf management consul
i ng. Especially the differentiation
taskd and déa nor mal decision task?©o
not supported by the gathered data. This applies for the subjective perception
by the participants as well as the analytical classification by the author. After
having observed and interviewed the subjects of the sample group of this
study, a less granular differentiation and a more comedevant terminology
of work task types wadeveloped as an adaptation of Bystrém and Jarvelin.
This resulted in the following classification of common types of work tasks
in management consulting with differing complexity:

1 dnformation extracting taské are almost completelg priori deterni-
nale regarding the information needed for completing the task, tie pr
cess of how to approach it, as well as the expected result of the task.
Granted that all of these aspects may be completely anticipated, they
could be automated. Or else they require (ittlg intellectual arbitration
and confine themselves to processing existing information. Information
extracting tasks typically are subunits of task types with a lower degree
of a priori determinability.

Example within management consultidgn employeeis asked by his/her
client or colleague to create an overview presentation of the-Ratierican
smatphone market for a potential entry strategy. She/he is given-a pre
assembled presentation, where only final facts on population statistics and
market sizeare missing. She/he is pointed to a report, which contains the
missing information and asked to extract the missing data in order to fill it
into the presentation.

1 d&Casebased decision tasksare still quite structured, but cabased
arbitration playsa major role in them. The information needed fomeo
pleting the task and the process of how to approach it, are partlyrindete
minable. The type and structure of the result, however,aapgiori
foreseeable. In order to complete these tasks the actotheasfore, -

Ja@rvelin

bet ween

or

a

6kn
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fer from existing information but needs to come to partly new cencl
sions. Casdased decision tasks accordingly require professionat jud
ment by the actor and may include subunits of information extracting
tasks.
Example within managemenbresulting An employee is asked by his/her
client or colleague to create an overview presentation of the-Aatierican
smatphone market for a potential entry strategy. She/he is given-a pre
assembled presentation, where the general structure is alpeadfjesl but
the needed information is not obvious right away. In order to decide which
information is relevant and how to present it, he/she is given deliverables
from related tasks, which serve as valuable examples.

1 dnvestigative decision tasksaredefined as those tasks, where the type
and structure of the result maypriori be anticipated, but permanent
procedures for performing the task have not yet emerged. Thusothe pr
cess is largely unforeseeable and so are its information requirements.
Compkting such tasks therefore requires a large amount of investigative
activities in order to identify the right information sources and extract
relevant information in order to found decisions on how to approach the
task and create the expected result.

Exampe within management consultngn employee is asked by his/her
client or colleague to create an overview presentation of the-Aatierican
smartphone market for a potential entry strategy. She/he is told that an
overview presentation in a certain formgtexpected, but he/she will need

to gather related deliverables from previous tasks individually in order to
understand what exactly the presentation is supposed to look like. At this
point of time it is mostly unclear to him/her which information isuieed

in order to solve the task.

1 dJnstructured exploration task®present the lowest degree afpriori
determinability. Thus, neither the type and structure of the process as
well as its result nor the information requirements can be anticipated in
advance. Therefore, activities aiming at structuring the problem have
highest priority, which may result in the processing of any of dierd
mentioned task types.

Example within management consultidgn employee is asked by his/her
client or colleague toreate an overview presentation of the Latmerican
smartphone market for a potential entry strategy. What exactly is expected
from him/her initially remains unclear. She/he needs to find out for hi
self/herself what the expected outcome is supposddoto like, develop
his/her own approach on how to get there and identify the information he/
she needs in order to succeed.
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These concepts best differentiate the different types of tasks in the work
context of the subjects of this study as they were olegkiv the exploratory
study. They were constructed along the lines of previous INSU research in
regards to the three elements of task complexity in terragpoiori deterni-
nability of information need, process and expected result. They aveyen
charaterized by a lower granularity and use a language that fits the context
of this study. The differentiation between the different task types is expressed

by the denomination as O6éextractingbé, 6deci si
one hand. Anditisfuter refined by the-bdsediption of
6investigativebo, or O6unstfferettypesof dd on t he ot

tasks are characterized by their complexity. Other aspects were not explicitly
included since they are considered to beeced by the dominant feature of
complexity.

Rising degree
of uncertainty

— Solid outline and
[ fill color indicate degree of a priori determinability

Figure 30
Concepts of informationelated work task types in management cairayl

In addition to these adapted concepts of common work tasks, a new form
of visualization was choseas extension to those in previous INSU research.
It includes another finding from the observations in the exploratory study,
expressing the fact that a task of high complexity contains a set of hass co
plex subtasks along the process of information segkThis corresponds
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with the definition by Bystrom (1999), where a work task was characterized
to have a recognizable beginning and end and consist of a seriesta$lssib
resulting in a meaningful product (cf. ibid.: 24). This aspect was very present
in the observation of the selected context and was therefore included in the
conceptual visualization of task types ($igire 30). It expresses rather the
interrelation and nesting of the different typesta$ks than the tripartite
components of task complexity as depicted by Bystrom and Jéarvelin (1995)
in figure 10.

This conceptual understanding of informati@hated work tasks and the
different types bsed on task complexity is a central foundation for modeling
the information seeking behavior of young professionals in management
consulting. In this domain and target group, a tagkost commonly &
signed by a supervisor or clientrepresents the initiion of directed info-
mation seeking with the goal to solve the task and produce a structured
deliverable. This is also a result of the scope of this thesis, which focuses on
taskbased information seeking (and partly usage) as opposed to undirected
infformat i on behavior activities such as O6pas
or Opassive searchdé (cf. Wil son 1997). A s
this section, the concept of task provides a theoretical notion as well as an
empirical unit for this contexand study. It therefore needs to be included
when building a contexdpecific model of information seeking for the-r
search interest of this study. Furthermore, it did not only build the foundation
for the contexspecific survey of information source ggsaof the subsequent
methodical step but also needed to be validated by the same. Thus, the empi
ical study tested whether the most common work tasks of young praofessio
als in the context of management consulting indeed are characterized by a
high degree focomplexity as described in section 1.4.

5.3.3 Types of information in management consulting

The activities of information seeking and the common types of irsttom

related work tasks in management consulting as defined above represent two
central pillars fo the context of this study. A third, however, is intraadly

tied to these concepts: the character of the sought information that is required
for solving the different types of tasks. As described in se@i@ the
characterization of information strongly depends upon the scientifi¢- disc
pline and perspective on a certain research interest. For the field of task
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based information seeking rese@arch, the prec
formati ofiionf @orf mat uesmd va mdy Gtnd olke-mati ond (cf .
lin/fRepo 1983; Barr/Feigenbaum 1981; Bystrém/Jarvelin 1995) has proven

to be most perceived. While these types of information have been recognized

in educational as well as professional contexts,(bgplth industry or erfg

neering), the qualitative exploration has also revealed theircappity for

the context of this study. In the following, these acknowledged INSiJ co

cepts were therefore transferred to the management consulting domain.

6TadskKka@dctual-dohbhwidngdgtiaskor matinaulinh i n managemen

1 drask informatiord(Tl) is typically required in order to provide theaan
lyst or consultant with a better understanding of the problem thecrespe
tive client or supervisor is faced with. iSimay apply to scope and aim
of a task as well as its time and cost constraints. Oftentimes tasks that
young professionals in this context are assigned to are poorly defined.
Thus, they need to seek task information in existing project docament
tions, pesonal interviews with the client counterpart or supervisor, or in
any other information source. This provides them with the background
knowledge required in order to plan their efforts accordingly and event
ally be able to create a solution that meetssihecific requirements of
the given task and context.

1 d&actual information6 ( F 1) presents <certain facts ani
domain of the task at hand. As explained in secidn this can broadly
be distinguishe in two different facets: either the respective industry
(e.g., pharraceutical or automotive) or the function of a client or project
(e.g., controlling or marketing). Hence, information from such realms
may consist of certain processes, market statigtigmoduct charactesi
tics. Oftentimes young professionals in masmgnt consulting are quite
knowledgeable in one of these areas but need to dive deeper into a ce
tain topic area or have to get acquainted with the legalities of an industry
when being cofnonted with a new task or project role. They may typica
ly find factual information in professional databases, handbook®gtsu
and magazines. Thisquides them with the knowledge required in order
to create a solution of high quality that is corfectthe given dmain of

the task.
45 As discussed in sectioh2.3 the term 6factual informationd ref el
6 d o mai ma tiinof nofr, which is most commonly wused in |INS

avoid irritations with a different connotation of this term from the field ofdéearch.
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1 d&rasksolving informatiord (TSI) describes t he met h o
treatment. It explains how a task may be approached and what problem
and factual information should be used. In workplace environments,
where routine tds are most dominant, this type of information does not
play an important role. In such a projased context as management
consulting, however, young professionals are often facing new tasks in
new job roles. Thus, they need to seek-sdking informaion in order
to understand how they should apply the information types mentioned
before. This type of information is often provided by the employer by
means of methodical frameworks and guidelines. Furthermore, more e
perienced colleagues may represenimaportant point of contact. This
provides them with the background knowledge required in order to use
the right methods and come to a solution that applies the required task
and factual information acadingly.

The concept of O6social informationo

As anttipated in sectiorB.3.], the types of information developed by-B

strom and Jarvelin (1995) needed to be extended in order to satisfthe r

quirements of the context of management consulting. From the dataegathe

in the exploratory study, a further type of information emerged. Since young

professionals in management consulting are heavily reliant upon previous

experiences and carry a certain moral obligation to the client, a different kind

of tasksolving information plays an important role. Gorman (199%) d

scribed this kind of information in the context of his study of information

needs of pdogiad influenzed.s Tatsi s6 A é] refers to |
about the expectations and beliefs of others, especialtyspsuch as to

leagues and consultants, but also including patients, families, and others in

the communityo (I bid.: 731) . Thi s perspec
pressed by Brown and Duguid (2600) in the
f or mat iremtbey calletl or a consideration of the context, back

ground, history, common knowledge and social resources that arerihire

the environment of factual information. This type of miefarmation:

Al é] provides val uabl eholdsaltematives offare d per spect
breadth of vision, and indicates choices. It helps clarify purpose and support

meaning. Indeed, ultimately it is only with the help of what lies beyond it that

any sense can be made of the information that absorbs so muchoattent

(Ibid.: 1)
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Even though there have been these kind of considerations in previoits publ
cations, INSU studies in the context of knowledigiensive business ise
vices have not taken the social aspect of information into account.
Transferred to the researperspective of this thesis, however, this type of
information emerged as a fourth and central information type in addition to
the concepts mentioned above. Considering the cited positions (cf. Gorman
1995; Brown/Duguid 2000) and the data gathered inwbek shadowing
sessions as well as sestiuctured interviews and document analysis, the
following definition for this type of information was derived:

&ocial informatiornd(SI) contains persespecific aspects of task, factual
and tasksolving information It defines norms and values relevant for finding
and applying the relevant task, factual and+ssking information. It con-
prises mainly subjective and evaluative answers to the information eequir
ments that are specific to the cognitive actor (e.glyas and experiences
from previous projects of trusted colleagues). Accordingly, it can be found in
the social environment of the cognitive actor.

Adding this new type of information to the existing classification gf B
strom and Jarvelin (1995) and applyiit to the context of managemenneo
sulting allows for a finer differentiation and highlights the importance of this
concept for the purpose of this thesis. It provides the analyst or consultant
with practical knowledge that clients expect not necegsaaim the indivd-
ual but rather the organization that they turn to for external consulting se
vices. As described in sectidnl, it is one of the main value propositions of
consultancies to bring an external pexdjve and experience with the res
pective type of project to the table. When being confronted with a new task,
analysts or consultants thus need to seek social information in order te unde
stand what experiences and values need to be considered whearpieval
solution. They may typically acquire this knowledge by turning to trusted
clients and experienced colleagues or digital assets created by the same. S
cial information in management consulting may be understood as central
element of the consultdrdient relationship.

The literature review of existing INSU concepts, the observations as well
as interviews of young professionals and the document analysis ix-the e
ploratory study have led to this differentiated classification of types af-info
mation. Tle descriptions of each of these already give a first impression of
their interplay with the before mentioned levels of task complexity as well as
phases of information seeking. They further reveal that such a differentiation
of information types ought toebincluded in the aspired conceptual feam
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work in order to acknowledge all aspects of information seeking behavior
relevant for the research interest of this doctoral dissertation. Most imjportan
ly, the identification of social information as a key chagdstic of social
software applications (as argued in sectbB.3 along with the hereed
scribed importance of this type of information in the context of management
consulting further discloses the significance of the rekesmerest of this
thesis regarding the role of social software in the workplace of youngsprofe
sionals in management consulting.

5.3.4 Classification of the information environment
in management consulting

As a final prerequisite for the further analysis, #wasting information
sources in the workplace environment of management consulting weiie class
fied based on the data gathered in the qualitative exploration. As described in

section3.2.4 an information envino me n t refers to dall i nfor
systemso (Il ngwersen/J2rvelin 2005: 13) in
cognitive actor. While some studies have for example considered intranets to

be Acompl ex, heterogeneouso méntseund 2008:

the broader scope of information seeking behavior research also includes
other electronic as well as physical or human resources. Thus, thisderm d
scribes all sources of information accessible to the information seeker. Even
though the research @rest of this thesis lies on the electronic information
environment, which represents a swgtegory of all information sources, the
observations of the qualitative exploration included every point of contact the
observed employees turned to in their nekdhformation.

The scenarios of information seeking presented in settibas well as
the analysis of the documents provided by the visited project teams reveal
that the information environment of young professionals in agament
consulting is very diverse. Still, just as previous INSU studies (e.g., Ellis
1993; Case 1991; Leckie et al. 1996; Choo 1993; Johnson 2004) have shown
for different groups of employees (e.g., ClOs, lawyers, engineers, health care
professionals andcademic researchers), personal contacts seem to play an
important role in order to solve a new task at hand. In addition to this, trad
tional resources such as journals, magazines, newspapers, (haokk, as
well as instructoded trainings and othepnfms of corporate education make
up a large amount of information sources available to young professionals in
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management consulting. Furthermore and most importantly, however, the
wor kpl ace environment of todayds knowl edge
upon electronic resources. This may be a digital file on the personal hard
driveorat eambés network drive. And most definitel
required information is accessible via the corporate intranet or pubbie we
sites on the Internet. On the oremt, Internet search engines themselves can
be considered an essential information source, since they reveal an overview
of existing information sources and their relevance to a certain query. On the
other hand, the listed Internet sites primarily providermation created by
online content providers as well as any user publishing content on a public
website. All of these information sources are most commonly accessible to
the subject group of this study. In order to structure the more than 8®manecd
tal sources of information gathered in the observation and interviews of the
exploratory study, a categorization was developed, segmenting the available
information sources into the following groups:
1 personal contact sources (PCS):

persons in the immediateonk or personal environment
T personal h a rStare@aginkPHB): / t eamb s

digital resources on personal desktop or network drive
1 printed factual sources (PFS):

manuals, college material, books and other printed material
1 intranet knowledge sourc€S):

corporate or client intranet sites and other internal databases
1 instructed training sources (ITS):

classroom or webased trainings, as well as eBooks and othenilegr

material
1 social intranet sites (SIS)

internal people pages, wikis, danarking andvedia Exchange
1 Internet search engines (ISE):

publicly accessible web search services sucBaxleor Bing
1 factual Internet sites (FIS):

publicly accessible websites such as dictionaries, glossaries, manufactu

er homepages, onlineymals and more
1 externalwikis (EWI):

publicly accessible wiki projects such\A&kipediaor Wikihow



204 5 Modeling taskbased information seeking of young professionals

1 social sharingites (SSS):

publicly accessible sharing services sucltSbdeshare Delicious Twit-

ter, YouTubeand also instant messengers
1 socid networking sites (SNS):

public online social networks such aceboolor Linkedin
This classification of information sources in the information environment of
management consulting is a result of aligning all of the reported bnd o
served sources of iafmation with categories developed by previous INSU
studies. Specific to the research interest of this study, the various sotial sof
ware applications were defined with a higher level of detail. Accordingly, it
was distinguished between internal sociall@pgions 6ocial intranetsites)
and the different types afocial webservices that are publicly accessible:
social sharing sites, external wikis and social networking sites (see section
2.1.2. Weblogs werencluded in the category of social sharing sites since
they did not play any role in the exploratory study. These categories repr
sent the information environment in management consulting as it was pe
ceived by the observed and interviewed subjects. Addilip, these die-
rent types of information sources were analyzed regarding the content and
dominant type of information they most commonly provide. This aisly
may differ according to the task at hand and the specific information need of
the user, buin most cases a common characteristic could beifbzht

The detailed description of contents provided by the respective- info
mation sources reveals that personal contact sources are the most diverse
source of information since personal contacts siscbolleagues (supervisors
and peers) or clients are turned to in order to better understand the+equir
ments of the task itself as well as to gather previous experiences, opinions,
instructions and hints on where to look for further information. Thuss it
difficult to determine one or two most dominant and characteristic types of
information. According to the context of a task, this may be considered either
task, tasksolving or social information. As previous studies have shown,
personal contact sourcese the most important source of information in a
variety of workplace contexts. Regarding other categories, it is easier to d
fine a dominant type of inforation typically provided by the same based on
the data gathered in the quaiite study.

Documens and other digital information objects retrieved from the pe
sonal hard drive or shared network drive were found to primarily affer i
formation on the task itself (TI), such as the structure of a deliverable, design
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guidelines, deadlines, project scop@sl requirements documents, or on how

to solve a task (TSI), for example in the case of work plans, design guidelines
and previous presentations. The category of printed factual sources most
commonly provides the individual with factual information, sirmmoks,
manuals, reports, or college material mainly typically convey information
about the theories, laws and concepts of a certain functional or industrial
domain. This also applies to instructed training sources, as they are a way to
transfer this type foinformation to employees that are new to a certain d
main or topic. On the contrary, the corporate intranet primarily offers task
and, more importantly, tasdolving information. As a central element of
internal knowledge management, young professioimalmanagement ¢o
sulting rely on deliverables, credentials and other background information on
a client or a certain type of project situation in order to benefit fromrthe o
ganizational knowledge database. The social intranet sites take this principle
a gep further and moreover provide the employee with experience amd opi
ions from colleagues in the form of bookmarked online resources that are
worth considering, blog entries with personal evaluations and recoramend
tions, as well as personal backgroundiniation. The type of information
contained in these sources is not necessarily addressed to a certaimiask co
text but offers valudased and subjective information that may be helpful for
solving a task in a certain manner. This category of informatonces, as

well as the publicly accessible social networking sites and social sharing
services are therefore considered to mainly provide social informatiot Fina
ly, information sources within the categories of Internet search engiges, fa
tual Internet ges and most importantly external wikis include a wide range
of content. Especially in the case of the last two categories, it is evident that
they mainly provide the information seeker with factual information cegar

ing markets, companies, or productstie form of definitions, reports or
encyclopedia entries. As indicated earlier, search engines have amlantbiv
informational value. On the one hand, they only provide a list of relevant
links for a certain query. In this case, a search engine can s@lemd a
channel rather than a source. On the other hand, most Internet search engines
already provide the user with a first snippet of each of the search result pages
and therefore provide a certain amount of factual information. Also the ran
ing of resairces itself can be considered to have a certain informatiohal va
ue. As mentioned above, this alignment only expresses the most dominant
relationships of sources and types of information.
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This classification of the information environment in the workplate
management consulting guided the subsequent quantitative study regarding
the use of information sources in the workplace. The alignment of thé deve
oped categories with their dominant type of information will furthermore be
relevant to the further analis and the design of the electronic information
environment in order to support the tdsksed information seeking activities
of young professionals.

5.3.5 Examples ofsocial intranet sites:
Collaboration 2.06 Acdenture

As the described classification ioformation sources reveals, there is a large
variety of social software applications available in the consideretiaie
information environment. Most notably the category of social intranet sites
points to the observation of the rise of internal egapions in the style of
popular web 2.0 phenomena, which was further described in s@cBénin

the context of this study, the variety of integrated social software afiqutis

in a corporate informationn@ironment is best visualized at the exde of

Accenturé Lolléboration2.® i ni ti ati ve.
Driven by the CIO organization this initiative aims at equipping Aece
tureds employees with coll aborative

networking, shang and teaming. Afigure 31 shows, the areas of conmec

ing and teaming are matters of computexdiated communication or virtual
teamwork. The provided technologies and services cannot be considered part
of the scope of this study. As the further fields and the respective right hand
column reveals, howeveAccentureemploys numerous social softwane-a
plications to support social networking and sharing. According to the above
described classification, allspects of social software are included in the
internal information environment at the workplace of young professionals in
management consulting.

capab
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Collaboration 2.0

¢ Office Communicator

Connecting

- s ¢ Unified Messaging
Innovations in communications make

¢ Telepresence
¢ Roundtable
* Audio/Web Conferencing

the workday easier, more productive

Stay in touch with Accenture Colleagues

via new sites and tools

Sharing ® Accenture Media Exchange
Rich resources you can draw on and * Accenture Encyclopedie
contribute to...share your best thinking! * Knowiedge Enchange

® Enhanced Search

® beta.accenture.com

® Team Services v3

Teaming
Next-generation capabilities in shared
workspaces

Figure 31 Accentur@ €ollaboration 2.0initiative

The Accenture Portals theentry point forAccenture Peopléseefigure
32), the shortest distance between each individual profession&lcaedture
experts in every conceivable discipline. Designed along the lines of social
networkirg sites,Accenture Peoplprofiles list professional experience ued
cation, areas of expertise and preferred contact methods. Together with the
characteristic display of O6col h-eagues in my
alities highlights the difference® traditional digital yellow pages. As an
essential HR function within managementsualting, the scheduling and
skill management of the employee may also be visualizedAew@enture
People Furthermore, workers can use the internal blogging platfornrite w
blog entries or update and share their status with others, as well as see the
status of colleagues. This also offers the opportunity to comb through the
approx. 215,000nemberAccentureworkforce to find experts in any given
subject area.
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Portal Preferences | Ste Directory | Feedback | Help

Accenture Research

>
accenture people ( : . . Technology Growth Plaform

& Outsourcing Team
High performance. Delivered. My Page v My Private Page Search Accenture Peopie  + [

Accenture Portal >

Search Accenture People Activity Feed All Conversations Featured Profiles @
Last Name First Name 2, I | @ TeresaHardy
Atianta
Keywords Wnat are you working on? Post
# Richard Kimmens
Ce: Colleague or Community < Londen
Rec C Search
My Feed -
An unexpected error occurred SR Ny fec Seth Chana Y
contacting NewsGator Enterprise 3
Server. If this problem persists,
T tor.
COntaC il T Stammtutn, # Borja, Ampy F. -> Groups 4 Moderators : what is the
Manage Colleagues suggested approach in supporting our Industry Hubs in o Sharif Morad
i terms of collaboration? The hubs are highly "geo-centric”....  # Washing DC
What are colleagues? which, I learned recently, is one of the guidelines by where

your request for a collab/group site will be denied.

QuickTps Comment - Like B e Highly Viewed Profiles ‘@

William Green (Bif)

Accenture People is getting a # Banati, Priya added comment A champion for social Boston
Makeover! Take a sneak peek and networking to Why Yammer? blog post .
provide feedback!
Comment - Like a
Getting Started with Accenture People E :“"‘ Nanterme
aris
o ~ 1| @ Vinnd Naans ~rastad hanbmarl ‘Niffa;

Figure 32 Screenshot of\ccenture People

>
accenture Media Exchange
High performance. Delivered. Home | Upload | myMedia | Feedback | Music | Help E“"J‘ Meda Exchange m

Channels Featured Content

O Business Process Outsourcing
Accenture - Dd You

Know’

O CIO Organization
O Communications & High Tech

O Facilities emces

e & Sancs In Conversation with
O Finance Pierre Nanterme
Oct 22, 2010

0O Financial Senices

O Geographies

O Global

0 Health & Public Serice
O Human Capital & Diversity

Most Popular by

O Human Resources

O Legal

O Management Consulting

O Marketing & Communications
0 Operations

0O Products

O Quality, Commercial & Contract
Management

O Resources

This Firm is Your Frm. Accenture. The Secret What's Our Secret? -
O Strategy & Corporate This Frms. nav fsh

Development

O Technology

Figure 33 Screenshot oAccenture Media Exchange

Other popularCollaboration 2.0tools tap into the collective creativity of
Accentureprofessionals, beginning witAccenture Media Exchanggsee
figure 33), where anyone can post the latest multimedia content, learning
tutorial or team meeting. Digital content posted on the site may be viewed by



5.3 Analysis of findings andefinition of central INSU cacepts 209

hundreds or even thousandf colleagues within a few days. Viewers can
rate and comment on the posted content and download digital assets.
Anot her aspect of soci al sharing is realiz
bookmarking service. Internal as well as external resources magvbd, s
tagged and shared with other employees or groupgs\et@nture People
Finally, a corporate wiki calledccenture Encyclopediapplies the collat-
ration principles learned from th&/ikipediato the corporate context. \er
ers may create, edit and sharticles about certain industry trends, teehno
logies, or internal processes and abbreviations. It is not the purpose to create
an extensive encyclopedia but rather to document experiences and informa
tion most relevant for the work of management coasist technology &p
cialists and other staff dhccenture These few examples show thatiéed
all aspects of the social web may find an internal counterpart in the aspiration
to benefit from social web phenomena inside corporate boundaries. One
charactdstic of this portal solution aiccenturds, that the linesdiween the
different applications and information sources are blurring. The usee-is pr
sented with one common interface and therefore does not necessarily diffe
entiate between a blog, a soamdtwork, or a wiki. It is, however, rather a
question of corporate culture than of technical solutions to bring these co
cepts to life. Chris Miller, theCollaboration 2.0initiative lead, hence é3
lieves that the program is about much more than jusbtis: t

ifiThe greatest power of coll aboration technol og
of working and interacting that simply were not possible or feasible before. By
the time we are done, wedbre expecting that our

help Acceh ur e wor k more effectively as a single glo
(Accenture 2009: 6).

5.4 A context -specific model of task -based
information see king of young professionals

As it was argued in sectiahl, a deep understanding of the phases of-task
based information seeking, their influence factors and the informatian env
ronment at the workplace of young professionals is required in order to be
able to survey the usage of information sourcebanalyze the role of social
software in this context accordingly. The presented qualitative findikgs a



210 5 Modeling taskbased information seeking of young professionals

lowed detailed insights into the work environment of young professionals
and the validity of theoretical concepts within the field of INSU research. In
an inductive argumentation, these findings were then transferred into- a co
textspecific model of tasbased information seeking, which provideddjui
ance for the further analysis of social software applications and their context
of use.

The review of preious findings in the field of information needs, seeking
and use research in chap&has shown that there are valuable models and
concepts in order to describe information seeking behavior of cogniive a
tors invarious workplace realms and contextual factors influencing the same.
As summarized in sectio®3.3 however, there is reason to criticize certain
shortcomings regarding the integration of findings from aredi/tand po-
cessoriented information seeking models into one holistic model of- task
based information seeking in the workplace. The analysis of the data gat
ered in the qualitative exploration has furthermore revealed, that existing IS
models lack applicality for the context of management consulting & r
gards to the level of detail and scope of the research interest of this study.
The detailed analysis of the workplace context and subject group in the qual
tative exploration have resulted in adaptatiohsuch existing INSU ao
cepts as phases of information seeking, types of tasks and information. This
was patrticularly highlighted by the comparison of the observed information
seeking phases of young professionals (see sestf) with existing po-
cess models in the {fgap analysis, as well as the transfer of existing defin
tions of task (see sectidn3.2 and information types (see sectibr3.3 to
the context of this study.

As a first step of building a contegpecific model of tasbased info-
mation seeking that served as foundation for the empirical analysis of info
mation source usage in the workplace environment thesgtiaabtoncepts
were connected with each other. Based on
interplay of task complexity, types of information and amount of information
sources used (see sectidrB.l) the concepts defined in thistudy may be
related to each other. Applyindg- the state
er the degree of task complexity, the more probable is the need ffiiplenu
information types: first task information, then task and domain [factnal] i
formation, ad finally task, domain and tasko!|l vi ng i nf or mati ono |
122) to the adapted concepts developed for the context of management co
sulting, the interplay of task and information types may be conceptualized as
displayed irfigure 34.
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Task Types Required Types of Information

Exploration Task

Decision Task %
£
o
O

Case-based | | I | | =

Decision Task e

Information | | | I |

Extracting Task

[] = Task Information [] = Task-Solving Information

] = Factualinformation [l = Social Information

Figure 34 Interplay of task and information types

This expresses the consideration that, while tasks, whicla grgori
completely or mostly determinable, call for a large degree of task informatio
or factual information, more complex tasks require the individual to seek
information, which is more concerned with the problem treatment itself.
Thus, a rise in task complexity causes a change in the type of information
needed. Pi c ki ngof thqughtB this woul® mearsthat youag
professionals in management consulting are likely to turn to a large amount
of information sources in order to seek taskving and social information,
when being confronted with an unstructured exploration tagkvestigative
decision task.

Accordingly, it is important to summarize all relevant contextual factors
and elements of the observed in the light of such analytical models ds deve
oped by Leckie et al. (1996) (see sect®d.]) in order to serve as a compee
tual framework for the taskased information seeking of young professio
nals in management consultingigure 35 presents such a fraawork high
lighting the context, in Wich the process of information seeking behavior is
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to be allocated. This visualization combines Bystrom ancelJérvn 6 s concept s

of informationrelated task types and types of information needs, as well as

their influence on t ass(200lrschemelotimart y wi t h W
relating factors of information seeking behavior, suchrgarizational con

text, situational context, personal factors and work role. These two analytical

models were combined and extended in order to Nmuafluences of the

process of information seeking and the type of infion source.

~°” Organizational s, |

\\_ Context .- Type of Work Role |
4 Type of Information-Related Task |

____________ | ‘

Type of Information Need
[ I
1T .
g
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| 1l I
v v
Type of Process of
Information Information
Source Seeking

Figure 35 Analytical framework for modeling the information seeking behavior
(adapted from Wilkinson 2001)

This framework expresses the understanding thsegsential to drawt-a
tention to context and influencing factors of an individual and his task, when
modeling the process of information seeking. This means that, if employees
are confronted with an information extracting task, the type of information
they seek, the channel they choose to seek in and the way they proceed in
their search will vary from a situation, where they are confronted with a more
complex unstructured exploration task. As the exploratory study has shown,
the task complexity and thepg of information are essential factors inflaen
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ing the way young professionals in management consulting seek information.
Even though other contextual factors may be omnipresent, these are the two
most dominant and therefore were focused in the furtheseof this study

(as highlighted idigure 35).

The importance of an adequate process representation of the activities an
individual engages in when being confronted with a new task has béen hig
lighted bythe findings from the figap analysis (see sectiérB.1). The right
level of detail, the respective scope and sequence of activity (espeeially r
garding iteration) need to be taken into account when modeling the process
of task-based information seeking behavior of young professionals in the
given context. Thus, the phases of information seeking developed in section
5.3.1were used to represent the process of activities that young professionals
in management consulting most commonly engage in when being confronted
with a new task.

These two central findings from the analysis of existing INSU research,
its conceptual shortcomings and its validity for the research interest of this
doctoral dissertatin led to the conclusion that a contegecific process
model of taskbased information seeking behavior of young professionals in
management consulting was required, which served as hypothetical model
for the further empirical study. Following these riggments, the sequence
of the phases needed to be arranged depending upon the type of the task or
problem, which confronts the individual in the respective scenario.r-t fu
thermore needed to allow for iteration as linear models of informatida see
ing haveproven to be too rigid. As Bystrom and Jarvelin (1995) have dis
cussed, the interrelation of these factors is central to understanding infor
mation seeking behavior in all its aspects. It also represents a core
prerequisite for the further analysis of tloée of certain types of information
sources, such as social software applications.

Figure 36 presents such a contesppecific model of taskased info-
mation seeking, which meets all of the mentioned demands anbiLhe
foundation of further steps within this doctoral thesis. Following the task
types developed earlier (see sectto8.2), this model distinguishes between
tasks with a high degree afpriori determinability regardinthe information
and process needed to solve it as well as its expected result.
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Figure 36 Contextspecific model of tasbased information seeking behavior
of young professionals in management consulting

Accordingly, an infomation extracting task does not include all of the
above mentioned phases of information seeking. A linear-giegeprocess
of information seeking is undertaken. Since the problem at hand is nvell u
derstood, the information need is known and the wayppoaach this task is
obvious, individuals instantly conduct a search and collect information. They
extract the gathered information and evaluate its quality. Then, they finalize
and present the result for the task at hand. In correspondend® witht r © moé s
findings (sedigure 34), it is assumed thaask information is the most ddm
nant information type in this process. The simplicity and linearity of this
sequence reveals the potential to have such a tagkdsaltomatically (as
Bystrém and Jarvelin (1995) pointed out in their original classification).

As defined in sectiob.3.2 the information needed for completingcase
based decision tasind the process of how to approdglare partly indete
minable. The individuals confronted with this type of task, accordingly, first
need to gather information in order to understand the problem and identify
their information need. In addition to the activities relevant for solving an
information extracting task the evaluation of relevance of the gathered info
mation for the identified problem is required. This activity may lead to the
conclusion that further search is necessary. Thus, these process phases may
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be repeated until the task solved (as expressed by the backward arrow).
While task and taskolving information are assumed to be the mostidom
nant types of information for understanding the problem and evaluating the
relevance of the gathered information, factual informationdstiyn required
when conducting the search and extracting information.

The investigative decision task largely unforeseeable and so arerits i
formation requirements. Accordingly, young professionals in management
consulting engage in all of the informai seeking phases defined in section
5.3.1 Their most common sequence of activities is to understand the problem
and identify the information need, gather an overview of existing information
sources, conduct a search and ablieformation, extract the gathered info
mation and evaluate its quality, consolidate and adapt the information; eval
ate its relevance and finalize and present the results. Due to the large amount
of information required, multiple searches may be cormlefter having
extracted the gathered information (represented by the backward arrow from
6extract information & evaluate quality6 to
mationd6). The final evaluation of relevance
cause a recorderation of the identified information need and the overview
of existing information sources or directly lead to a new search. A variety of
different information types is assumed to be required as the individuals need
to engage in a large amount of invgative activities in order to identify the
right information sources and extract relevant information that provide a
basis for deciding how to approach the task and create the result. Especially
social information is assumed to play an important role wgathering an
overview of existing information sources, conducting the search andteollec
ing information, as well as evaluating the relevance of the gathered info
mation, since permanent procedures for performing the task have not yet
emeged.

Young profasionals in management consulting who are confronted with
an unstructured exploration task, engage in all of the above mentioned phases
of information seeking. These activities, however, primarily aim at structu
ing the problem, which results in an evegher degree of iteration and is
assumed to require only little factual information and more-sadking and
social information. This type of information enables the individuals t@-stru
ture the problem and divide into stdsks that are of less complexifijhe
entire process of information seeking, however, is highly-disticted and
requires a rich variety of information types.
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The more complex task types at the top of the model, investigative dec
sion tasks and unstructured exploration tasks, are adstonkee the most
relevant categories for the purpose of this study, since they were prevalent in
the gathered scenarios of information seeking. Furthermore, the nature of
these tasks (in terms of complexity) in general can be considered to be most
relevantfor the workplace environment of young professionals in the given
context, as it was characterized in secfidh Obviously the presented model
contains differentiations regarding the types of informateleted tasks,
required information, activities of information seeking and their sequence or
interrelation, which are crisper in theory than they may appear in reality.
However, in order to come to an understanding whether social softprare a
plications may be sed as information sources in the workplace and if yes,
when and how to include them in the information environment, this type of
conceptualization served as an essential instrument for conceptualizing the
observed and deriving working hypotheses. Theegfttis framework gui
ded the working hypothesis presented in sedi@n

55 Summary

It was the goal of the qualitative exploration to gather a deep undingtan

of the context of management consulting and the informatiekirsg behs-

ior of young professionals. This objective was accomplished by the gathered
rich amount of qualitative data that describes the typical work task situations
and information seeking scenarios in the workplace of managementteonsul
ing. The confrordtion of these observations, interviews and documerit ana
yses with existing theories and concepts within INSU research led to a
variety of findings.

First of all, the context of knowleddatensive business services seems to
be coined by unstructured anoneplex work tasks that require a large degree
of seltdirected information seeking. The way young professionals solve
these informationelated tasks may be described by a highly iterative process
of seven phases. The sequence of these activities vapesdileg on the
degree of task complexity. Based on the observations and previous research it
was assumed that young professionals perceive most inforrnataiaed
work tasks in their daily management consulting work as rather complex,
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thus to be either irestigative decision tasks or unstructured exploration
tasks.

Furthermore, it was hypothesized that analysts or consultants in @anag
ment consulting require different types of information and seek information
in different sources according to the complgxaf their informatiorrelated
work task. Due to the high complexity and low degree of repetitiveness of
their work tasks, they seemed to seek particularly for social information in
order to solve their common informatioelated work tasks.

Finally, theexploration has revealed that the information environment at
the workplace of young professionals is very diverse and contains social web
as well as social intranet services. Previous studies have shown thia¢rse
of a new, emerging young generationenfiployees show a high degree of
familiarity with social web applications. This led to the assumption that
young professionals in management consulting also reveal a high familiarity
with social software and use them as source of information for profelssiona
as well as private purposes.

Based on the identified characteristics of social software applications and
the provided information, the integration of such social information sources
promised to bear the potential of supporting young professionals kingee
information for their most common daily work tasks. One of the keg-que
tions, however, remained how to integrate these types of sources meaning
fully into an existing information environment in order to reach their maxi
mum potential and user acceptanin order to come to the respective-ans
wers and validate the qualitatively developed hypotheses, the way young pro
fessionals use information sources in management consulting needed to be
assessed quantitatively. This was achieved by employing thel&estoped
conceptual model for a contespecific survey of taskased inforration
seeking behavior.
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6 The context -specific use of information
sources in management consulting

By having drawn a detailed picture of the information seeking behavior of
young professionals in management consulting, the conceptual model deve
oped in chapteb prepared the ground for a contegtecific survey of the use

of information sources in the workplace. Thus, instead of giraptesng

the frequency of use for different types of information sources, it was poss
ble to derive detailed working hypotheses and respectively design an online
questionnaire that takes into consideration workplace conditions, types of
tasks, activitis of information seeking and the existing information emsro
ment characteristic for the context of the stisdyarticipants. Chapter 6gar
sents the results of this quantitative survey and provides a detailedeave

of the current role of various sourcesinformation, the satisfaction of an

lysts and consultants with the information environment at the workplace and
their usage of social software for private and professional purposes. As a
prerequisite, section 6.1 describes the working hypotheses uitkdgthis
empirical study and gives an overview of the employed online questionnaire
and gathered sample. Then, the survey results are presented, starting with the
perceived complexity of common work tasks in management consulting in
section6.2 and a description of the typical workplace environment of the
participants of this study. Following this, sectibid characterizes the info
mation needs of young professionals in agement consulting. Based on
these findings, the usage behavior of the different sources of information was
surveyed as a function of task complexity and the respective phaseref info
mation seeking. As a result, the contspgecific findings of taskasedin-
formation seeking behavior of the subject group of this study are presented in
sectionl.l Finally, sectionl.1 reflects upon the main results in regards to
the developedvorking hypotheses and summarizes the corgpgtific use

of information sources in the workplace of young professionals in reanag
ment consulting.
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6.1 Method and Sample

Based on the findings from the qualitative exploration providingedbeired
theoretcal framework, central concepts and conepeecific model desdri

ing the taskbased information seeking behavior and the workplace context of
young professionals in management consulting, the use of information
sources was assessed in a quantitative gaegyigure 37).

P A

Building a Context-specific Model of Task-based Information Seeking

Quantitative Survey of Information Source Usage

* Development of context-specific and dynamic online questionnaire
» Distribution of survey to young professionals
« Statistical analysis of use of information sources in workplace environment

Leadership Workshop for Discussion of Findings & Derivation of Measures
o « Presentation of finding
| * Discussion of value position 1d criteria from a leadership perspective regarding the potentia
14 e a N Nt natior ir

Figure 37 Quantitative survey of information source usage

These concepts enabled the conspécific design of a subsequent qua
titative survey regardinghe relevance and usage of information sources in
the information seeking behavior of young professionals in management
consulting. In order to guide this survey the following working hypotheses
were derived from the qualitative exploration:
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Table10: Overview of working hypotheses

WH 1 |Young professionals perceive most informatietated work tasks in thei
daily management consulting work as rather complex, thus to be eith
investigative decision tasks or unstructured evgilon tasks.

WH 2 |Young professionals in management consulting require different type
information and seek information in different sourcesoading to the
complexity of their informatiosrelated work task.

WH 3 | Due to the high complexity and low degrof repetitiveness of their wor
tasks, young professionals in management consulting seek fesalwihg
and social information in order to solve their comnmforimationrelated
work tasks.

WH 4 | Young professionals in management consulting showtafaigiliarity
with social software applications and use them as source of informati
professional as well as private purposes.

These hypotheses enabled the design of the survey in regards to items,
scales and required sample and represented thddton for the first part of
the quantitative study. Its main focus was the validation of the findiegs d
rived from the qualitative methodical steps as well as analytical coasider
tions described in chapter 2 and 3. The second part then aimed at surveying
the use and relevance of the different information sources for the respective
activities of information seeking identified abowe.order to achieve these
goals, the survey contained the following items:

Tablell: Items of online gestionnaire

ID [ltem Questions

I.1 | Organizational background Q1, Q2, Q3

1.2 | Daily work environment Q4

1.3 | Types of tasks in management consulting Q5, Q6

1.4 | Types of information in management consulting Q7

I.5 |[Sources of information in management adtisg Q8, Q9

1.6 | Satisfaction with current work environment Q10, Q11, Q12
1.7 |Usage of social information sources Q13, Q14

1.8 | Demographic information Q15, Q16, Q17

The majority of questions provided multiple or single choice answers on
either a nomial or Likertscale. Thus, descriptive statistical measures such
as mean values and standard deviation were employed. For this step, standard
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tools such aSPSSandMS Excelere used. The data analysis of this survey
resulted in a quantitative overview iofformation needs, seeking and use of
the described target population in the given work context. The current role of
social software and other sources of information in the workplace enviro
ment was captured in accordance with the developed cespiegtic model

of taskbased information seeking and provided the foundation for thesubs
quent considerations.

With respect td.1, first demographic details regarding the organizational
background were collected. This included the organizational alignment to
service line, the current job level, as well as the length of service with the
company. Together with questions regarding gender, age and geographic
alignment [.8), these questions aimed at characterizing the survey sample.
The participants were thenkasl to indicate to what extent their daily work
environment [(2) tended to be either on one side or the other ofseake
continuum describing the subject of their project work, their work location,
their technical means and the degree of-aafitrol ower their work tasks.
Answers to these questions provided a further description of the common
work environment of young professionals in management consulting, which
plays an important role for any consideration regarding the design of their
electronic infemation environment.

In order to assess the degree of complexityaapdori determinability of
daily work tasks|.3 consisted of two questions. While both had the same
research interest, they differed significantly in terms of their methodical a
proach The first of these questions asked the participants, which of & sele
tion of given task scenarios represented the complexity of their daily work
tasks in management consulting bé&te use of such scenarios has been
employed by Bell and Ruthven (200@4)ho also used narrative descriptions
of artificial tasks with varying task complexity.hi s met hod t-al | ows o6t r
ingd abstract concepts into the |l anguage
they were asked to imagine a certain work situation by theafimg choice
of words:

il magi ne you are asked by your c¢client or <co
seration of the LatinrAmerican smartphone market for a potential entrytestra

gy . . . fA.
Then a selection of scenarios was offered based upon thetsigh the
daily work of young professionals in management consulting, which was
gathered in the qualitative exploration phase and validated with participants
of the target population in a ptest. This also applied to the different levels
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of complexity, which were represented in the different scenario choices as
follows:
Scenario 1: very structured
You are given a prassembled presentation, where only final facts on pepul
tion statistics and market size are missing. You are pointed to a report, which
contains the missing information and asked to extract the missing data in order
to fill it into the presentation.

Scenario 2: structured

You are given a prassembled presentation, where the general structute is a
ready specified but the needed informatismot obvious right away. In order
to decide which information is relevant and how to present it, you are géven d
liverables from related tasks, which serve as valuable examples.

Scenario 3: unstructured

You are told that an overview presentation in aaterformat is expected, but

you will need to gather related deliverables from previous tasks for yourself in
order to understand what exactly the presentation is supposed to look like. At
this point of time it is mostly unclear to you which informatiorraguired in

order to solve the task.

Scenario 4: very unstructured
What exactly is expected from you, however, initially remains unclear. You
need to find out for yourself what the expected outcome is supposed to look
like, develop your own approach on hdw get there and identify the info
mation you need in order to succeed.
The rationale along the differentiation of these scenarios is implicitly based
upon the dimensions of task complexity defined by Bystrom andliFarvy
(1995) (see sectioB.2.2. As a result, the question described abevealed
which of these scenarios described the common task complexity in tke wor
place of the subjects best. In order to avoid a strong influence of the fictitious
example ad a possible falsification of answers, a second question was added
to survey the types of tasks in management consulting. Explicitly applying
the mentioned dimensions of varying structuredness, participants were asked
onabpoint Likertoéissdalld y( @mwatr edwarte i ndicate F
they initially tend to be of:
1 the information required to solve the respective task,
1 the process required to solve the respective task and
1 the structure of the expected result of the task.
Both questions fthermore provided a free text field for additionaimzo
ments to explain the participantsd choice or
the complexity of common daily work tasks. Since the model of information
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seeking described in sectidnl considers task complexity to be a relevant
factor for the determination of information seeking activities that a cognitive
actor engages in and their sequence of occurrence, these questionstrepresen
ed a conditional controlfahe latter itemd.5 and 1.6 (described further d>

low).

I.4 assessed the general relevance of different types of information for the
common work tasks of young professionals in management consulting.
Therefore, the participants were asked to indicata &point Likert scale
(6neivevredr'y of tend) how often they are in
information defined in sectioB.3.3 when being confronted with a new task.
Even though these theoretical information typesewvdescribed in a short
abstract, the option 6dondt knowd was off
that these general concepts were understood by each participant. Having
gathered feedback on these rather theoretical concepts defining the partic
p a n tostext, the following questions aimed at collecting statistics on the
frequency of use of information sources and their satisfaction with the cu
rent information environment.5 consisted of two questions: First of all,
participants were asked how oftéspoint Likert scale) they turned to the
various sources of information (based on the categorization developed in
section5.3.9 in order to solve their most common daily work tasks in-ge
eral..

In addition to thisrather general question, participants were asked which
of these sources they used for the respective phases of information seeking.
This represented the central element of this questionnaire, since it merged the
findings from the qualitative explorationitw quantitative data regarding the
use of information sources. As mentioned earlier, this question was co
structed depending on the answers providedl3oBased on the selected
scenario of common task types in management consul@iBg the relevant
phases of information seeking were displayed. This was necessary in the
sense of the developed framework. That way the participants were osly que
tioned in regards to the use of information sources for phases they could be
expected to regularly engagérFigure 38 visualizes this conditional logic
of the online survey:

46 The relationship between task complexity and the process of information seeking is
described inection1.1in further detail. Here the focus shall be the dynamic and co
text-sensitive nature of the online questionnaire based on its conditional logic.
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Q5: Scenarios of task types in

management consulting

1: very structured Selecten 3: unstructured / 4: very unstructured

scenario

2: structured

Q9: Sources of information in
management consulting

Q9: Sources of information in Q9: Sources of information in
management consulting management consulting

Figure 38 Conditional logic of online questionnaire

This logic was also applied when participants were asked, how well the
overall information environment at their workplace supported them in their
information seeking phases$.6). According to the categorization of their
most common type of task, respondents were only asked to describe their
level of satisfaction (on a-point Likert scale) for those activities of info
mation seeking that the theoretical model (Bgare 36) implied for their
context.l.6 furthermore included a question regarding the electronia-info
mation environment in specific and offered a further text field for tke d
scription of aspects of this environment, participants would like to see
improved. Finally).7 aimed at collecting information on the familiarity with
and use of social information sourcdis item was split in two by asking
respondents, how often they visited such information sources for professional
purposes (e.g., when having a woekated question) and how often foii-pr
vate purposes (e.g., when having a-mark-related question, foentertan-
ment, private interest). Answers were given in regards to the following
categorization of social information sourtes
1 internal blogs
1 external blogs

47 Along the lines of the categorization of social sofevdy Ebersbach et al. (2008)
described in section 2.1.1.
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1 internal wikis
1 external wikis
1 internal social sharing sites
1 external social shiang sites
1 internal social networking services
1 external social networking services
onabpoint Likeritdvsecrayl eof(téemedbv)e rabs wel |
The collection of statistical data for these items was realized in an online
questionnaire based on the ope s o ur c e linsesufved\v amised: o]
lowed reaching the widely dispersed target population of analysts and co
sultants in the geographical units of ASG and NA withatenture Maage
ment Consultinglt furthermore enabled the anonymous collectiorespon
ses in a digital and eas$y-process format. The survey platform was set up
on a corporat®wned application server, which guaranteed datarisg@nd
promoted a confidential environment Accentureemployees. To further
support this aspect, thaltfor participation was distributed frodMC sen-
ior executives via internal mailing lists. These measures were taken in order
to optimize data security, trust and finally meant to optimize thgorese
rate of the survey. As Tomaszczyk (2008) noted imedhodological litea-
ture review, response rates for web surveys are typically low.riteless,
an overall response rate of 16% was achieved in spite of the attested no
committal nature of such electronically distributed calls for participation and
the mostly limited availability of the members of the target group due to the
high strain of clienfacing project work. A further benefit of employing an
online questionnaire was the dynamic design of question groups. Tihuds, co
ditional questions were included order to realize the multevel nature of
the developed contespecific model of taskased information seeking as
described earlier.
As explained before the survey was targeted at analysts and consultants
within the Accenture Management Consultimgrkforce in the North Ame
ican (NA) as well as Germaspeaking (ASG) business units. Overall an
adjusted participation of n = 115 was accomplished. Of these 115i-partic
pants 62 (54%) were part of ASG, while 53 (46%) were from the North
American workforceThe sample was also quite evenly distributed regarding

48 A commonly used open source PHP web application to develop, publish and collect
responses to online and offline survéyisttp://www.limesurvey.org



6.1 Method and Sample 227

the gender of the employees, since 56 (49%) female and 59 (51%)emale r
spondents took part in this survey. Regarding the age of the participants a
total of 20 responses were excluded from the samptder to restrict the
subject group of this study to young professionals of 32 years of age and
below. In the resulting sample 44% of the participants were between 25 and
28 years old. The second largest group (41%) consisted of emplogees b
tween 29 an@®?2 years of age. Finally, 13% of the respondents were 24 years
old and younger. Thus, the sample of this survey resulted in an average age
of 27.68 years and represented the target group of young professionals born
between 1978 and 1988.

In addition to thee demographic figures, the position and function of the
respondents within the organization Afcenture Management Consulting
(see sectiod.1) was surveyed. Regarding the career level, the sample of this
study consisted of 40% analysts and 60% consultants. In order to better u
derstand the experience of the participants, their years of corporate affiliation
were assessed. Aigure 39 reveals, most of the enqgyees (43%) had been
between two and four years with the company at the time of the survey,
while only 15% were fairly experienced with more than four years ofoeorp
rate affiliation.

m<0.5year

m>05-1year
>1-2years
>2-4years

>4 -8 years

Figure 39 Corporate affiliation of the p#cipants (n=115)

The large share of participants below this degree of years of serwee, ho
ever, reveals that the sample may be characterized as fairly inexperienced.
22% of the employees had entered the organization less than half a&year b
fore the tme of the survey. Together with those in between six and twelve
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months of corporate affiliation (9%) and those in their second yeaMéat
(12%), this amounted to an equal share of 43% of the respondents that had
only joined the firm in the past two yeasss a final element to characterize

the sample of this study, the alignment within the organization was surveyed.
A wide spread across all of the functional service lines was accomplished

(seefigure 40). 48 parti ci pant Falenv& Omganiaationgned to 6
Performancé ( T &OP) , one of tAMC | 28gsee®t 6groups
tomer Relationship Managemént ( CRM) Strateg® , t d Supptyo 6

Chain Managemer@ ( SCM) &8Fkdnadlce o0& FRweagd or mance M

mend(F&PM). T h e s e r Process & Ihriovaton Rerformante ( P& 1 P)
was represent by only three participants. However, since this department was
a fairly new and very small group of employees at the time of the survey, this
expressed the orgaaitzonal distribution of weight quite well.

= CRM

uF&PM
P&IP
Strategy

B SCM

= T&OP

Figure 40 Functional alignment of participants within AMC£r115)

The collected study sample allowed the empirical analysis of the above
developed hypotheses and thus providesvans to the research questions
created in sectio.1 regarding young professionals within their first career
years in different functional areas of management consulting. As the study
focused on participantsdm North America and Germapeaking countries,
possible cultural differences may be reflected in this survey but only to a
certain degree since data from further countries, e.g., the Eastern hemisphere,
were not gathered. Further considerations regartiagvalidity and limia-
tions of the following results may be found in sectloh
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6.2 Workplace environment
and common types of tasks

The workplace environment of managemeonsulting proved to be chara
terized the way described in sectiarl It is a projectbased and client
centric industry and its employees are highly dependent upon digital r
sources to be able to perform thkhowledgeintensive work roles. This is
expressed by the display of the given responses on the semantic differential
of 1.2 in figure 41. Asked about the type of work young professionals typica

ly enga@ in, the mean response value expresses that it is mostly- client
related project work (M 1.90 / SD=1.16)*° Accordingly, it is mostly loca

ed at a clientdés site and requires
work environments from project to peat (M=2.04 / SD=1.33). This hig-

lights the importance of digital resources, since it is not possible to equip
oneds desk or office with permanent
management consulting was almost exclusively described by the gaarts

to be performed with a PC or laptop further expresses this characteristic

(M=1.53/ SD=.78).

Considering your daily work in Management Consulting, please indicate below to what extent it tends
to be either on one side or the other of the continuum.

Altogether, my daily work in MC may be characterized best as...

client-related 190 internal
project work project work
at the 2.'04 at Accenture /
client site home office
with PC | 1-53 without PC /
Laptop Laptop
tasks given to 3.‘26 self-initiated
me by others tasks
exclusively mostly rather equally rather mostly exclusively

n=115

Figure 41 Characterization of the workplace environment in management consulting

Since the focus of this thesis lies the task as trigger of information see
king activities, respondents were asked whether they initiated most of their

t hat t he

possessi

49The fpoint differentiidleqetdeéwdl(bveixceélupgdyvetdydpl ayed i

figure 41 was scored from 1 (on the left hand side of the differential) to 7 (on the right
hand side). The displayed values represent the mean values across #llapastiof

the study and presume the scalermvjle even intervals.
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daily work tasks independently or whether they were mostly given to them
by others. The responses show that tasks are rather given tgp poofes-
sionals than selhitiated (M=3.25 / SD=1.36). This category, however,
revealed the highest standard deviation which may be explained byf-the di
ferent career levels within the sample of this study. As laid out in settipn
the role expectations vary slightly between analysts and consultants within
management consulting. While analysts are expected to perform ratheer oper
tive and researetelated tasks that require little initiation, consultants ar
considered to be able to act more proactively. In correspondence with these
differences in career levels, consultants replied that most of their daily work
tasks were almost equally sétitiated and given to them by others €\8.58
/ SD=1.32) and aalysts characterized their work tasks to be rather given to
them by others (M 2.79 / SD=1.14). Still, these mean values cleesize
the workplace environment of young professionals quite unanimously and
provide a good understanding of the overall esthof their daily work tasks.
Regarding the characteristics of the respective tasks, the participants were
asked to choose which scenario best described the type of task the employees
are most typically faced with (see pa2@3for the detailed scenarios). Each
of the described scenarios stood for one of the task types developed in se
tion 5.3.2 Astablel12reveals, the majority of analts and consultants (70%)
characterized their most common type of work task to be an inatbstig

decision task. The categorieshasedinstructur

decision taskdé were both chosparttr by
cipants said their tasks were mainly
low complexity. Due to the little relevance for the research interest of this
study, this last category was not further taken into consideration. According
to the conditional logipresented ifigure 38, however, the other three most
common types of informatierelated work tasks in management consulting
served as differentiating variables for the data gathered in the subseqtient pa
of the survey.

Table12 Types of tasks in management consulting

Types of tasks@5) n=115
Information Extracting Task (IET) 3
Casebased Decision Task (CBDT) 16
Investigative Decision Task (IDT) 80
Unstructured Exploratio Task (UET) 16

16
0 i

res
nf o
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As elaborated before, the main differentiating attribute of these categories
is the degree od priori determinability as defined by Bystrom and Jarvelin
(1995). Therefore, respondents were additionally asked to illustrate how
aware theynitially tend to be of the respective elements of a task when being
assigned to a new work tagkgure42 summarizes the mean values of these
responses and compares the replies according to the type of taskaadic
had previously chosen to be most representative for their daily workrin ma
agement consulting.

When being confronted with a new task in your daily consulting work,
how aware do you initially tend to be of ...

e

... the information

required to solve the _6?3_

tive task?
respective tas 204

—D—

... the process
required to solve the
respective task?

2li4
_ B8
2.81

S i —
2.‘.)4
... the structure of the 274
expected result of the ]
task? 204
notaware somewhat aware aware very aware fully aware
Types of Tasks [l =CBDT O =T [ =uer n=115

Figure 42 A priori determinability of daily work tasks in management consulting

Altogether, respondents replied on-pdint scal e from énot awarebd
6fully aware' (5) whether they are generally
(M=2.79 / SD=.84), the required process é2.80 / SD=.80) and the e
pected result (M2.81 / SD=.85) when being confronted with a neask.

This may be seen somewhat in line with the choice of scenarios in the prev

50The 5point Likertts cal e (6énot awared / O6ésomewhat awared [/ O
6fully awared) displayed in figurep42 was scored f
resent the mean values across all participants of the shdiprasume the scale to
provide even intervals.
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ous question, indicating a certain degree of uncertainty and complexity. The
accumulated mean values, however, remain quite centered on the spectrum
and thus do not allow foredinitive interpretation. This changes when the
data is analyzed with respect to the previously chosen scenario of task co
plexity. This perspective indeed revealed that employees that are typically
confronted with more complex daily work tasks are muals ware of the
needed information (IDM =2.63 / SD=.77; UETM =2.94 / SD=1.12) than

those who characterized their work to consist of mainly less complex case
based decision tasks (CBDT #3.44 / SD=.51).

While this proves the practical task g&/gcenarios to be consistent with
the theoretical concept of task complexity, the further data appears more
ambiguous. The accumulated mean values of the respective elements of
apriori determinability do not consequently decrease from-based dee
sion task (M=3.10 / SD=.69) to investigative decision task &2.71 /
SD=0.76) to unstructured exploration task £M.90 / SD=1.13). This
means that those participants who chose the most complex work task scena
io (UET) do not necessarily perceive tlosvest degree o priori deterni-
nability. The high value of the standard deviation of this share of the sample,
however, indicate that a careful interpretation of these mean values is r
quired. Furthermore, the low variance of awareness between thaliffieee
ent elements of a task as defined by Bystrom and Jarvelin (1995) raises the
question whether the respondents were able to follow the tripartite different
ation of uncertainty. Altogether, the ambiguity of the data of this category
may be consideretb be the result of a cognitive overload caused by the
highly abstract concept @ priori determinability. Thus, the scenatased
indication of common types of task®%) in management consulting was
instead chosen as differentiating factor for thehieirtanalysis of the empir
cal data.

Based on these figures the developed hypothesis regarding the complexity
of common informatiosrelated work tasksWWHY) is confirmed. Young -
fessionals in management consulting are mostly engaged in-rdlatdd
proect roles, which require them to work in exdranging work envino-
ments and increase their dependence upon digital technologies. The tasks
they are most commonly confronted with are rather given to them by others
(e.g., client or supervisor) than inigat independently. Furthermore, the
large majority of participants of this study indicated that these tasks &re typ
cally investigative decision tasks, whigdquire a large amount of invesdig
tive activities in order to identify the right information scescand extract



6.2 Workplace environment and commtypes of tasks 233

relevant information in order to found decisions on how to approach the task
and create the expected results.

6.3 Information needs in the workplace
of management co nsulting

The characterization of the workplace in manageroensulting was conti

ued by examining the type of information needs of young professionals. As
presented in sectiof.3.3 the gualitative observation of analysts and-co
sultants in management consulting reedafour different types of infe
mation relevant for solving their common informati@tated work tasks.
These are task information, factual information, #ssking information and
social information. Adigure 43 displays on the basis of the mean values
regarding the need of each type of information, the assumption that the type
of information need varies depending on the type of ta8K3 may be
slightly supported by the data of the quantitative stuBynployees that are
mainly confronted with less complex casased decision tasks, for example,
tend to be mostly in need of information regarding the specific requirements
of a task (M=3.63 / SD=.72)>! For analysts and consultants that described
their typical work task to be an unstructured exploration task, task-info
mation carried much less weight &2.75 / SD=.92). Other types of infe
mation such as factual information interestingly were declared to be needed
more often in such situations @&B.88 / SD=.96). There is, however, no
consigent tendency towards one specific type of information in relation to
the diferent types of task.

51 The 5point Likertscale displayed iFigure43was scored from 1 (dédneverd)

(6very oftenod). The displayed val mss represent t he

of the study and presume the scale to provide even intervals.
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When being confronted with such a task in your daily work, how often
are you in need of the following types of information?

T
Task Information 5
defining the structure of a ﬁ
task and its requirements

2.75
—{F—

3|i8
Factual Information
containing functional 3.75
knowledge required to ——[ﬂ———
complet the task 3.88

——
Task-Solving 3.00
Information
defining what task and 3.40
domain information
should be used (and 3.13
how) 1
3.56
Social Information i
containing norms and
values relevant for 3617
applying the above
mentioned information 3.01
s
never seldom occasionally often very often
Types of Tasks . =CBDT D =IDT I:] = UET n=115

Figure 43 Types of information needed in management consulting

Regarding the nsi relevant type of task for the subject group amd r
search interest of this doctoral dissertation (IDT), the following carnxbe e
tracted from the analysis of the data of this item. When being confronted with
an investigative decision task in managemensauttimg, young professionals
seek all of the identified types of information but with slightly varyingureg
larity, i.e., intensity: factual information (M3.75 / SD=.83), task info-
mation (M=3.65 / SD=.78), social information (M 3.40 / SD=1.06) and
tasksolving information (M=3.40 / SD=.95). While the statistical variance
between the different types of information did not allow for any furthar co
clusions, the overall relevance of all types of information for the subject
group of young profgsionals in management consulting was confirmed. This
is expressed by the fact that participants of the survey indicated that they are
occasionally, often or very often in need of task information (90%), factual
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information (89%), taskolving information(78%) and social information
(76%), when being confronted with a new task in general. There is, however,
no proof for a specific relevance of tastdving and social information for
solving investigative decision tasks (WH3). These observations conclge th
analysis of the workplace environment, the common work tasks and types of
information needed in management consulting. Based on these findings, the

subsequent results of young professional sé u

interpreted with the approjitie contextual background information.

64 Young professional s?®
use of information sources

While the previous sections of the study concentrated on characterizing the
context of the sample group, the following iterof the questionnaire 1su
veyed their use of information sources. Based on the responses of the partic
pants, the general (subjective) relevance of the different categories of
information sources were derived. These figures are presented in section
6.4.1across all levels of task complexity and regardless of further details in
respect to the different phases of thsised information seeking. The true
value of the preceding methodical steps for the developmentohceptual
model and a deeper understanding of the context of use and activities of i
formation seeking, however, is revealed when considering the survey results
presented in sectioB.4.2 There the use ohformation sources is put into
context regarding the complexity of the task and the phase of information
seeking. Thus, it may be analyzed, which source of information is considered
most frequently for which type of task and for which type of activityhim t
entire process of seeking information. This is complemented by the perspe
tive on the way young professionals use social software as a sourcerof info
mation (see sectiof.4.3. In this section, most notablyhe private ifor-
mation seeking behavior is contrasted with the professional usage of social

software applications. Finally, t he

the current information environment and their suggestions for ireprent
are desibed in sectiorb.4.4and conclude the presentation of results of the
online survey. This leads to the summary of findings regarding thiexto

partici
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specific use of information sources in the workplace environmegbung
professionals in management consulting (see settipn

6.4.1 Overall use of information sources in the wokplace

In order to come to a first understanding of the role of different irdiiom
sources antheir frequency of use by the participants of the study, the overall
usage across all levels of task complexity shall be presented. This provides
an overview of the general relevance of all of the information sources in the
information environment of theivgen workplace context. Accordingly, pa
ticipants were asked how often they turned to the various sources Bf info
mation in order to solve their most common daily work tasks in ger@8al (
Altogether, the accumulated responses reveal a diverse usergbth@ation
environment and a high degree of overall information source usage. This
needs to be examined in detail, however, in ordemterstand the current
relevance of the different categories of information sources for the daily
workplace environmdrof young professionals.

On the one hand, the results indicate that management consultants refer to
a large variety of information sources in their need to solve their common
work tasks in total. Almost all of the identified information sources are used
in order to seek information (stable13), many of which on a regular basis.

Table13: General frequency of use of information sources

Information source category M SD
PersonalContact Sources 4.10 .95
Internet Search Engines 4.01 .94
Personal Hard Drive / TeaB8harePoint 4.01 1.04
Intranet Knowledge Sources 3.69 .92
Factual Internet Sites 3.44 1.08
External Wikis 2.90 1.00
Instructed Training Sources 2.40 1.23
PrintedFactual Sources 2.37 1.03
Social Intranet Sites 2.21 .98
Social Sharing Sites 1.86 1.00
Social Networking Sites 1.71 .94
1 =never /2 =seldom/ 3 = occasionally / 4 = often / 5 = very often // n = 115
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On the other hand, a divided image regardhgftequency of use of the
various types of information sources categorized above may be observed.
There are some sources that prove to be most relevant in the workplace env
ronment of young professionals, while others are used rather seldom. Above
all, pasonal contacts are the most important source of information for young
professionals in their daily management consulting work. 77% of theipartic

pants responded that they turned to their supervisors, peers, or clients often or

very often (M=4.10 / SD=.95) in order to seek information required to solve
a respective task. This is the highest value in this category followed by that
of internet search engines @4.01 / SD=.94) or that of personal hard

drives and teamé&4s0l hSDt1W4.r3lout of 4 iespeis ( M

ents said to use internet search engines regularly in their daily worknas ma
agement consultants. Also the personal hard drive or internal network drive
are casulted by 73% of the sample group often or very often when seeking
information in order to solve a specific work task. Other resources such as
intranet knowledge sources @8.69 / SD=.92) and factual internet sites
(M=3.44 | SD=1.08) are also used regularly by 59% respectively 52% of
the partigpants. The frequency afse of these resources, however, is very
different from the before mentioned points of reference. Another source of
information that is consulted occasionally or even more frequently by 57% of
the young professionals are external wikis{®190 / SD=1.00). This means

that more than every second participant of the study declared foatifeast
occasionallyi to an external wiki in order to seek information relevant to a
respective work task.

While the six categories of information sources can beideredl an s
sential part of the daily information seeking behavior of young professionals
in management consulting, the following categories receive generally little
attention. According to 53% of the
sources (M=2.40 / SD=1.23) are used never or seldom as source of-info
mation when being confronted with a new task. While this can be partly e
plained by the fact that training materials or even classroom trainings require
a high effort and typically do not cavéhe specific information need in a
certain situation, the low frequency of use of the following categories stands
out. 67% of the sample group indicated to never or seldom use social intranet
sites(M=2.21 / SD=.98) such ag\ccenturé s i rPeopk Rages$, wikis,
bookmarkingand media exchangeccasionally or more when seeking info
mation for their common work tasks. Even less participants reported to use
services of the social web such as social sharing sitesl(86 / SD=1.00)

participa
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and social netwding sites (M=1.71 / SD=.94) for taskrelated infornation
seeking. According to their replies about their use of information sources in
the workplace in generag), 77% (SSS) and 81% (SNS) of the rexEnts

never or seldom turn to such public weesi asDelicious Slideshare
YouTubeor Facebookin order to seek information relevant for their resspe

tive work task. This aspect was further investigated based on the results of
questions 13 and 14 of the survey regarding the use of social softwéire app
cations (see sectid4.3.

Altogether, the gathered data on the frequency of use of the identified ca
egories of information sources provides a good overview of the daily a
ceptance and relevance of certamurces of information in the workplace
environment in general. In which context and for which purpose these
sources are used, however, may only be answered when considerirg the d
veloped conceptual framework of tasésed information seeking. Thel-fo
lowing section will therefore go into further detail and present the results of
the following survey items as a function of task complexity and the aespe
tive phase of information seeking.

6.4.2 Context-specific source usage
for task-based information seeking

In order to understand the use of information sources in the workplace of
management consulting in further detail and ultimately be able to derive co
crete recommendations on how to adapt the electronic information mnviro
ment, young professionals were askddol of the information sources they
used for the respective information seeking activities identified in therexplo
atory study. This led to an alignment of information sources with the typical
phases of information seeking. According to the conceptuadefnark d-
veloped in sectiorl.l, the process of information seeking varies depending
on the level complexity of a given task. Thus, the sample group was split
according tdfigure 38 into respondents who indicated to typically be faced
with casebased decision tasks £r16), investigative decision tasks<80)

and unstructured exploration tasks=(6).

As concluded in sectioh.1, young professionals in management cansul
ing typically engage in the following activities of information seeking, when
being confronted with tasks that are still quite structured, butlzzsed arb
tration plays a major role in them (CBIR
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1 understand problem & identify information need
1 conduct search & gather information
1 extract information & evaluate quality
1 evaluate relevance
1 finalize & present.
Accordingly, the participants of the survey were asked which information
source they typically consulted for each of these phasdmce this question
allowed for (multiple) checkbox selections of information sources per-info
mation seeking activity, the results may be summarized as that portion of
total respondents indicating use the respective source of information the
particular phase (see table 14). Hence, the table may be read as follows: Of
the espondents that categorized their common daily work tasks to be fairly
structured and of rather little complexity (CBDT), 448éportedly turn to
personal contacts in order to understand the given problem and identify their
information need’?

Altogether, those young analysts and consultants that perceived their
common work tasks to be calased decision tasks, reported to usenat
age of 11.81 (SB4.49) sources when seeking information. As in theiprev
ous item on the general use of information sources in the workplace (see
table13), the personal hard drive, internet seangines, intranet kndedge
sources and personal contacts are among the most relevant sources of info
mation. As highlighted throughout the entire thesis, however, thi&exo
approach of surveying information source usage allows a much more detailed
undestanding of the seeking behavior of young professionals in management
consulting.

From this perspective, table 14 shows, for example, that the participants
turn to personal contacts rather in the early phases of solving a task. Internet
search engines amgostly used in order to gather information.

52The phase O6finalize & presentd was excluded

primarily dependent upon further information sources.

53 The sum of portions per column as well as psv may be larger than 100, sin@s-r
pondents were not limited in aligning the use of sources with the respective phase of
the tasksolving process.

on

from
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Table14: Use of information source per information seeking activity
(casebased decision tasks)

Q9 Understand Conduct Extract n- |Evaluate
CBDT problem & search & formation & |relevance
n=16 identify infor- | gatherinfor- | evaluate
mation need |mation qudity
Personal Contact 24% 44% 31% 38%
Sources
Internet Search
) 38% 81% 38% 19%
Engines
Personal Hard Drive / o o o o
TeamShaePoint EAR D el 210
Intranet Knowledge 31% 50% 24% 38%
Sources
Factual
. 6% 56% 31% 13%
Internet Sites
External Wikis 13% 38% 31% 6%
Instructed Training 2504 19% 13% 13%
Sources
Printed
' 13% 38% 38% 6%
Factual Sources
ial
Socia 13% 31% 0% 0%
Intranet $tes
Social
. . % 19% % %
Sharing Sites 6% 9% 6% 0%
Social
@ 6% 25% 6% 0%
Networking Sites

The personal hard drive or the network drive of the project team ate mos
ly referred to when evaluating quality and relevance of the gatheredexnd cr
ated information objects.

In order to summarize the findings of this secteven better, a less
granular level of detail is chosen. It enriches the visualization of the above
devdoped contexspecific model of taskased information seeking behavior
(seefigure 36) with the shtistics gathered Q9 and the characteristics of
information sources as categorized in secBdh4 The resulting visuale-
tion allows for a comprehensive display of the conspdcific source usage
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of yourg professionals for their information seeking activities of zesed
decision tasks (sdgure 44).

Case-based Decision Task
Phases of UPndersland Conduct Extract
H 3 roblem & ) S
information Identif Search & Information & Evaluate Finalize &
seeking Invormatron Gather Evaluate Relevance Present
Need Information Quality
Usage of W
information CS I S E P H D PH D
sources*
ISE !
e IKS IKS
PHD BCs
PHD ISE ISE
ITS F
FIS PFS nls EW
BFS & EWI g
SNS -
R— IKS  mweEs
”C S FIS
TS SN
EWI ‘
PFS
Dominant type of information:
= Task Information = Factual Information
* Size indicates % of TS = Task-Solving Information [Jill = Social Information
mentions (multiple choices
per phase allowed) n=16
Figure 44

Contextspecific source usage for information seeking otdzsed decision tasks

First and foremost, the horizontal positioning of the categorical Bbxes
indicates in which phase of the information seeking process ofbcasel
decision tasks the different information sources are used. The vertical alig
ment th@ expresses the order of mentions. Furthermore, the size aof-the r
spective information source categories stands for the portion of total men
tions by the participants. This represents a third dimension of datpreate
tation: the overall intensity of infmation source usage per phase. Apart
from pointing at the most relevant information sources as a function of the
respective activities, the presented results also indicate the overall intensity

54 The abbreviations of the sources are used in order to allow for a compadizeaisoml
of data. These arPCSi 6 Per sonal ContiakRe rSsoamrale sihgr P HDr i ve
Teambds Shariefplontnagronetl SFearidh nEngnees&nowKgdge
Sour c eis®F a cktlusa | | ntiedrPreitn tSeidt eFsadc;t URAEES Sour ces 6
ternal Wioklinsgdt;e d TISr ai ni hg& $alrdmsdandtSSitesd;
i6&i al Net wor kiiorsgpcSiatl e Sh;ar$®9 Sitesd.

i on

/

E WI
SNS
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of source usage for each phase of information seeking. ithraay be co-

cluded fromfigure 44, that young professionals seek more intensively and
across a wider range of information sources when conducting a search and
gathering information compared to when tlaeg in the process of evaluating

the relevance of the extracted information. While this finding may not seem
very striking for itself, its full value may be appreciated when comparing the
findings of the different levels of task complexity. Finally, théocecheme

of different information types indicates that information sources that provide
factual information and task information are more relevant for solving case
based decision tasks than those that offer sociainaton.

As mentioned earlier, theomparison of such observations with tasks of
higher levels of complexity reveals the full explanatory power of the centext
specific analysis of information source usage of young professionalsin ma
agement consulting. Hence, the results for the samplep gnpbilcommon
work tasks with the complexity of investigative decision tasks are presented
in figure 45.>° As observed ifable12, this task category repsents the most
common level of task complexity in the daily work environment of young
professionals in management consulting. Accordingly, the results af info
mation source usage for information seeking activities involved in solving
investigative decisio tasks were given particular attention. The phases of
information seeking involved in solving such taskkere the type and stru
ture of the result mag priori be anticipated, but permanent procedures for
performing the task have not yet emerged andrevttiee process itself is
largely unforeseeable, have been identified in sedtibto be the following:

1 understand problem & identify information need

1 gather overview of existing information sources

1 conduct search & gather information

1 extract information & evaluate quality

1 consolidate & adapt information

9 evaluate relevance

1 finalize & present.

Apart from the differences in the involved information seeking activities and
the higher degree @écursivity,figure 45 immediately points to the fact that
the amount of information sources involved in solving this task of higher

55 The detailed results @9 for investigative decision tasks and unstructured ezfitor
tasks may be found in appendix C.
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complexity than the former is comparably larger. This may be confiroyed
the observation that those analysts and consultants that perceive their co

nf or mat. i

mon work tasks to be investigative decision tasks, reported to consult an

average of 19.38 (SB 9.29) sources when seeking information. Mare i
portantly, however, the usage sdurces differs across the phases ofrinfo

mation seking.

Investigative Decision Task
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Figure 45

Contextspecific source usage for information seeking of investigative decision tasks

In contrast to the high degree of internet search engine usage when co
duding a search and gathering information for ebased decision tasks,-in

tranet knowledge sources play a more important role for the more complex
type of IDTs. Furthermore, personal contacts, such as the project supervisor,

client or peer colleaguesre among the most used sources of information
throughout the entire process of information seeking. This, as well as-the im
information gather e-d
work drive, also indicates that analysts and consusltdepend on social and
tasksolving information much more when being confronted with work tasks

portance

of

from t he

of a higher degree of uncertainty and complexity. Information sources that
are characterized to dominantly provide factual information, such as internet

on



244 6 The contexspecific use of informatiogources in managementnsoilt.

searchengines, factual internet sites and printed factual sources, are used by

young professionals in the nforhatiane s
sourcesao, 6conduct sear ch nf@magiami®&her
eval uate qual ievey aot as Trédgeently asedeas thehbefare

mertioned information source$.Even though the responses of the sample
for investigative decision tasks express an increased relevanaaabfiigor-
mation, those emerging social software applicatiomgemal as well as ex
temal 1 that are most commonly perceived to provide this type fofrime:
tion were hardly mentioned to be used by the participants of the study. Sec
tion 6.4.3will further investigate thiobservation in detail and analyze the
familiarity with social software in private as well as professionatexds.
Completing the presentation of results regarding the cospedific
source usage for the information seeking activities of young profesdsiin
management consulting, the behavior in confrontation with unstructured ex
ploration tasks is visualized figure 46.

Unstructured Exploration Task

A e

Understand Gather
Phases of : Conduct Extract i
information Plr:z'l‘eﬁr: & O\;';\s"(:v o Search & Information & Con;zl;d?le 5 Evaluate Finalize &
seeking | Y 9 Gather Evaluate P Relevance Present
nformation Information Inf ti Qualit Information
Need Sources fronnation Y
—
Usage of m |
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sources’ PH D PHD PHD
PHD WC s PPSs
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Figure 46 Contextspecific source usage for arimation seeking of unstructured
exploration tasks

56 A detailedoverview of the exact figures in terms of % of respondents is presented in
appendix C.
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As defined in sectio®.3.2 this task type represents the lowest degree of
a priori determinability. Thus, neither the type and structure of the process as
well as its result nor the information requirements can be anticipated in
advance. Therefore, activities aiming at structuring the problem have highest
priority, which may result in the processing of any of the before mentioned
task types. When being confredtwith this type of task, young professionals
in management consulting engage in all of the for investigative decision tasks
mentioned activities of information seeking. The sequence of the identified
phases, however, is less linear, since the high defreemplexity requires
to review previous work steps and refine the search or even adapt the original
understanding of the problem and identified information need. Those
participants that indicated to perceive their work tasks to be best represented
by the category of unstructured exploration tasks, reported to consult an
average of 16.56 (SB10.79) sources when seeking information. Yet as the
visualization of results above reveals, some sources of information stand out
of this selection. Particularly¢h per sonal hard drive
and personal contacts are consulted during those activities involved in
gathering an overview of available sources, actively conducting a search and
gathering information as well as extracting the relevantrimédion and
consolidating it in order to satisfy the identified information need. In few
instances, also the available intranet knowledge sources are used, as for
example when gathering an overview of existing sources of information or
conducting a searciind gathering information. As assumed in the derivation
of the contextspecific model of taskased information seeking (see section
1.1) and described in the definition of the task type of unstructured explor
tion tasks,however, most information indeed seems to lie in the immediate
environment of the task. Therefore, gengmaipose information sources
such as internet search engines, factual information sources, printed factual
sources, external wikis, sociatranet sources, social networking sources and
social sharing sites play a very little role for this type of task in the-infor
mation seeking behavior of young professionals.

This concludes the presentation of the results of the cespexific
survey ofinformation source usage as a function of task complexity and
phases of information seeking. Before this data is discussed from a normative
perspective (see sectidhl), the use of social software as a source of
information ad the overall satisfaction of the participants with the existing
information environment in their workplace in management consulting shall
be further illuminated in the next section.

or
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6.4.3 Private and professional use o$ocial software
as an nformation source

The hitherto presented results have revealed that the use of sowiareof
applications as sources of information by young professionals in tHe wor
place in general (sdable13) as well as a suppoof taskbased information
seeking activities in specific (see secti®d.? is much lower than that of
rather traditional sources of information. The exact role of this type afinfo
mation source, however, gaot be determined based on the datheyad so

far. As part of item 1.7 of the online questionnaire on information seeking
behavior of analysts and consultantsAatenture Management Consulting
the usage of social software applications was thereforeygenvin further
detail. In this section the usage behavior was further differentiated between
internal and external social software applications as well as between the use
for private and professional purposes. First of all, participants were asked to
rate how oftenthey visited any of the below mentioned internal information
sources for professional purposes in general. According to the classification
of social software defined in secti@nl.], these were categzed in internal
social networking sites, internal social sharing sites, internal wikis arrd inte
nal blogs. The results (displayedfigure 47) draw a more precise picture of
social software usage.

How often do you visit any of the below mentioned internal information
sources for professional purposes?

Internal Social 2-59

Networking Sites

Internal Social 22'10

Sharing Sites

2.23
Internal Wikis T ——
1.73
Internal Blogs e
never seldom occasionally often very often
A = professional n=115

Figure 47 Use of internal social software for professional purposes
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Internal blogs prove to be used least for least by the participantsofor pr
fessional purposes (M1.73 / SD=.88). Still, every fifth respondent indica
ed to use this type of social information source occasionally or more
frequently in a professional context. The variety of internal social sharing
sites, such as thAccenture Media Exchangend Group Sitesfor sharing
bookmarks and status messages presenteecition5.3.5 are used by every
third participant occasionally or more frequently for professional purposes
(M=2.10/ SD=1.08). Furthermore, 35% of the sample group reported to be
using the internaPeople Pagesoccasionally or more often in a work- si
tuation (M=2.19 / SD=1.03). Ultimately, internal wikis such as thecen
ture Encyclopediar other projecbased wikis are used by 43% of analysts
and consultants iAccenture Management Consultimgp a egular basis
(M=2.23/ SD=1.00).

As it was one of the central points of departure of this thesis that young
professionals are often expected to show a strong familiarity with social
software applications based on their leisbased media usage (setion
1.1), the participants were asked to rate their usage of the followingoeateg
ries of information sources in a private context:

1 external social networking sites,

1 external social sharing sites,

1 external wikis, and

1 external blogs.

Since it may be assumed that internal information sources only seree a pr
fessional purpose, the answer categories were limited to publicly available
websites that may as well contain recreational and entertainingntofite
cordingly, they were explain&tto refer to social web services, suchFas
cebook Delicious WikipediaandBlogger Figure 48 presents the results of
this question and confronts them with the previous dfthe usage of exte

nal sources for professional purposes.

57 This was realized by a mous&er popup display of examples in order to clarify each
answer category.
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How often do you visit any of the below mentioned information sources for
professional purposes vs. private purposes?

185
External Social —&— 333

Networking Sites X

1.69
External Social Sharing —&7 2.69
Sites —&—

2;0
External Wikis = 336
7ARY
1.g3
External Blogs 2.35
T
never seldom occasionally often very often
A = professional A = private n=115

Figure 48 Use of external social software for professional vs. private purposes

The presentation of mean valtfeabove reveals that the way young-pr
fessionals in m@aagement consulting use social software applications varies
depending on its purpose. All of the gathered values indicate a higher fr
quency of use when having a neork-related question, e.g., for ententai
ment or other private interest, compared to waikted questions. While
41% of the respondents use external blogs @85 / SD=1.30) occasiora
ly or more often for private purposes, only 15% of the participants consider
them in the context of work (M1.63 / SD=.86). This also applies to theaus
of public social sharing sites. Here 30% of the respondents said to be using
these applications for private matters £/4.69 / SD=1.24) compared to
13% for professional purposes @\M.69 / SD=.97). In regards to the use of
wikis, this difference irthe intention of use does not differ as much. For both
contexts, external wikis are visited regularly for privattM =3.16 /
SD=1.36) as well as professional &2.80 / SD=1.36) purposes. The kar
est diffeence in the usage behavior of social wppligations, however, may
be assessed in regards to social networking services. While this typeiof appl
cation proves to be an essential part of the recreational informatikimgee
behavior (M=3.33 / SD=1.30), 77% of the analysts and consultaetpa-

58 For methodical considerations regarding the statistical sisaty these values, see the
previous footnotes of this chapter about assumptions about the distribution of this
scale.
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ded that they never or seldom used public online social networks for pro
fessional purposes (M1.85 / SD=1.09).

These results show that the high familiarity with and usage of social web
services so far has not been transferred from a recreatioagrtufessional
level. Possible reasons for this will be further discussed in chapogether
with a normative evaluation of the role (internal as well as external) social
software applications might play ife information environment of young
professionals.

6.4.4 Satisfaction with existing information environment

The results of the survey of information seeking in management tiogsul
shall be completed by taking a | oo
existing information environment #ccenture Management Consulting
order to analyze whether the participating analysts and consultants are sati
fied with the quality, accessibility and variety of the overall information-env
ronment at their workplacéhree questions were asked.

First of all, the participants were asked to indicate howgile overall
information environment at the workplace supported them in their-info
mation seeking activities. According to the questionnaire logic figaee
38) the participants were only confronted with those phases of the task
solving process that were identified in the contpecific model of task
based inforration seeking to be relevant for the task typat thest represents
the complexity of their daily work in management consulting. This allowed
for a contextspecific evaluation of the satisfaction of analysts and ctnsul
ants with all of the before mentioned sources of information and refers to all
internd and external sources as well as to-ddagital sources, such as printed
material or personal contacts. Altogether, the participants indicated to be
quite satisfied with the overall information environment, as the visualization
of mean values of the respiive task type and information seeking activity in
figure 49 reveals. Across all activities and task types, the overall mean value
of 3.11 (SD=.97) shows that the satisfaction with the information remvi
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is revealed that this value differs slightly depending on the level of task co

59 The 5poi nt Likert scale was scored from
displayed in figure 49 represent the mean valuessacall participants of the study
and pesume the scale to provide even intervals.
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plexity and different information seeking activities. Hence, those analysts
and consultants thare most commonly confronted with investigativeidec
sion tasks (IDT) are less satisfied with their overall information environment
compared to those that perceive their common work tasks to be less complex
(CBDT). This is particularly the case in the phavhere individuals conduct

a search and collect information (CBDM =3.31 / SD=1.14; IDT:

M =3.01 / SD=1.05). Still, the overall level of satisfaction with the irfo
mation enironment in the different phases of information seeking does not
vary sgnificantly between IDT und CBDT.

How well does the overall information environment at your workplace (all of the
before mentioned sources) support you in the following activities?
Understand 318
Problem & .
Identify e PO
Information 3.00
Need —D—
Gather
Overview of
Existing _DL
Information 233
Sources —| !—
Conduct —.&
Search & 3.01
Gather _D—
Information 1 2.80
Extract —.3—13
Information & 3.10
Evaluate —| I—
Quality -~
Consolidate &
Adapt _Dﬁ
Information 293
i ggs06
Evaluate 32072
Relevance D
—D&
poor fair good very good excellent
TypesofTasks [ =cBDT O =it [ =uer n=115

Figure 49
Contextspecific satisfaction of respondents with information emrirent

It may be observed, however, that participants who perceive their daily
work tasks to be rather unstruatdrand highly complex (UET) are generally
less satisfied with the information environment £.77 / SD=.93) and
specifically do not seem to receive sufficient support when gathering an
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overview of existing information sources M2.33 / SD=1.05), coducting
a search and collecting information €\2.80 / SD=.94), or extractingni-
formation and evaluating its quality (M2.64 / SD=.74).

Second of all, the satisfaction with the electronic information environment
in general was surveyed. This regzirto all of the sources of information
that are provided by the employer in particular. External sources were not
considered, since this would have represented a fuzzy category without direct
indication for the interest of this study. Accordingly, pap#sits were asked
how well the electronic information environment (suchAasenture Portal
People PageKnowledge Exchang&harePoinandMyLearning supported
them in order to complete their daily work tasks in general. The mean value
across all respatents (n=115) describes a rather fair to good level ofssati
faction (M=2.77 / SD=.94) with the current electronic information ermon-
ment atAccenture Management Consultifsgefigure 50).

How well does the electronic information environment (Portal, People, kX,
Sharepoint, myLearning, etc.) currently provided by your employer support you in
order to complete your daily work tasks in general?

-2.94
Satisfaction with
electronic information —Di
environment in general 0 2.44
poor fair good very good excellent
Types of Tasks . =CBDT D =IDT D = UET n=115

Figure50
Contextspecific satisfaction of respondents with electronic information environment

Taking into consideration the different levels of task complexity, kewe
er, the above described trend is further extended. Only 56¥%eatspod-
ents who perceive their common work tasks to be unstructured exploration
tasks (M=2.44 /| SD=.89) describe their satisfaction with the electronic i
formation environment as good or very good. This is a much lower value
than that for tasks déwer complexity (CBDT: M= 2.94 / SD=.93), where
75% of the participants expressed their satisfaction with the electronie info
mation environment to be good or better. Thus, the satisfaction with the ele
tronic information environment decreases wiing task complexity.

As final element of the item regarding the satisfaction of young grofe
sionals in management consulting with their information environmesjt (
the survey asked the participants what aspects of the electronic information

on
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environmenthey would like to see improved in order to better support them
in their information seeking activities in the workplace. This epeted
question resulted in a variety of qualitative comments from the participants.
These replies were clustered and aggeshantable15:

Table15: Qualitative critigue and suggestions of improvement for existing
electronic information environment

What are general aspects of the electronic informagiovironment you would
like to see improved in order to better support you in such activitiesras me
tioned above”?

General

AThere needs to be one single point
sources directly. Too many links/SharePoints re linked or being locally on
hard drives ... The securest to get the best overview on what is available ig-sti
sonal network,la hough KX has i mproved. 0

iThe Knowledge Exchange is hard to
that itwods ubestGoogle search for the
fil turn to my personal contacts to get structure or industry research rather tha
t here. The KX is the |l ast place | €
fAiThe current information sources | have had to igagly on are incomplete,

therefore limitingmy datg at her i ng and synthesis
Al mprove portal search to group rel
inffor mati on. Right now there are toag
AEspeci al | yt a hbee KiXmpnrecevdesd . 0
fiWellar ranged knowledge platfor m. Li K
does get used as an expert network. It would be better to have ONE compreh
platform than many different point
iOn our pr oj eadtyextemalizet. Madsgirdormation i&on hard
drives and only accessible via perg

AThe existing implicit and explici-Ht
stored centrally and sorted appropriately instead of being scattered overrdiffer
cdl eagues, SharePoints, KX, etc. o
Search & Access

AThe KX is very difficult to searcHt
hard to find information that shoul
Al é] | can tell you t hiageneglal debparately neef

a new search feature. The current search program used in KX and the portal
trating and al most wuseless. 0O -

60 The replies from German participants of the study were translated and migfdaréner
differ slightly from their original connotation.
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i KX has t e rnctioralityendst & aearty mpdsgible to get any relevs

information in a timely manner . 0
ilédd |Ii ke to see a better search c3i
infformat i on out there but it is challe
iBeer search capability. o

filt is very hard to find relevant i

poor and often provides results t hgi
would be great if we could select the type of material wet WenKX search to
display. For exanple, case study, end user training material, articles, journals €
... 0

fiFinally a good search functionality in K.
ivery difficult to find anything i
oftmetosearh to find exactly what you a
il ndication of relevance of seamch
mation (some information is really old), standardization of classification criteri
upload of information (e.g., keywordsgret i r ed i nf or mati on
iSear c hi KKn giomd ent and keywords not
iThe search engine needs to be qui (

ree urn more targeted information. o
AiSearch functionality in KX.O0
AEspeci al | yovedntopiksXp eacni fiimtprsear ch mas
iThe internal search on the avail at
iBetter access to industry [/ anal yj3

industries. o

Quality & Content

I mp r olity ef thg Kinawledge Exchange! It is very difficult to locate mater
f value in all of the O6clutterdo. o
Host a section of the Knowl edge eE
ific to Management Consulting engji
We need b esfortresearchirepsofectsfar things such as marketgsi
competitive analysis, etc. o

fiHow to approach a new task / how 1
(hightlevel). Breaking down categories and giving an outline of how to approa
and vork through the problem in order to create structured presentations that
according to the structure that my

St 0O St O D

fiCat al ogue that is categorized by
iThe KX is good but t her endthessegrch eesultst
can be pitiful.o

AKX needs a regular cleanup. 0
iTotally new structure + quality as;j
iMost of the information is not hel
AKX and the Accenture FRaarlityaldo coul d

nf or mat
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Technical
AfSearch function of many internal ¢
AKX tends to be difficult to navi ga

=t

| mprove structurX. @nd performance
Training
AfSome trainings could be more rele

a mismatch of information needed and training sessions available (meaning |
need the information earlier as | am able to sign up for and get a traising s n

AMyLearning products should providg
AfiHandout for | ater usage would be |
Collaboration

I't should be mandatory to fill in
I believe that the diff er en tonsolidding 1
heir information / c¢credentials [ (¢
Al l projects should be obliged to
not only find deliverables but also the corresponding network of colleagues th
currentyworki n si mi |l ar rol es. 0

— St Dt

=t

The above presented feedback provides a more detailed impressién of cr
tigue and suggestions for improvement that were made by the analysts and
consultants in management consulting: While the overall satisfaction level
with the electraic information environment (sdigure 50) did not necessar
ly give the impression that there is a strong demand for improvement, the
qualtative remarks clearly express a certain frustration with taetrehnic
information sources th&ccentureprovides to its analysts and consultants in
management consulting. Three categories of critique stand out: first of all,
general remarks regarding the electronic information environment, secondly,
critical commets regarding the search and accessibility and thirdly, thie qua
ity and content of information sources.

Most strikingly, theKnowledge Exchangean internal database for the
documentation and exchange of credentials, proposals, offerings, engagement
profiles, business processes, is criticized in many ways. This sourne of i
formationi as part of the category intranet knowledge souirdssa central
reference point for young professionals in the electronic informationr env
ronment atAccenture One of the ma levers for improvement seems to be
the search functionality. According to further remarks, however, a lack of
adequate documentation as well as quality evaluation is criticized. Brhe o
servation that relevant information oftentimes is not externalizédmay

only be retrieved from subjecto-matter

exp
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vides first explanations for the above described finding of a dominance of
personal contact sources and personal hard drives as primary sources in the
information seeking beh&wr of young professionals in management canrsul

ing. Apart from that, there are voices that criticize the information emviro
ment in general and call for one single point of contact to start the infor
mation seeking process with. For some, external sowsgels asGoogle
already seem to have taken over this role.

These final survey results regarding the satisfaction of the participants
with the existing electronic information environment represent the last piece
in the mosaic of the contegpecific use ofnformation sources in the wor
place of young professionals. They provide plausible explanations for the
previous observations and shall guide the final discussion of the raleialf s
software as possible source of information in the workplace envirdranen
the derivation of recommendations regarding the design of the electronic
information environment in management consulting.

6.5 Summary

The presented results of the contsgecific survey on information source
usage provide extensive insights int@ tivork environment and common
types of tasks in management consulting, the information needs of young
professionals in the workplace and their usage behavior of information
sources when being confronted with new work tasks. In suppdfHiE it

may be summrized that the examined workplace environment in manag
ment consulting is characterized by highly complex work tasks, which are
best described as investigative decision tasks. Young professionals mainly
encounter such situations of uncertainty when beirgpaged in clieatelated
project work at the client site. These types of tasks are rather given to them
by others than selfitiated and mostly processed with their laptop.

In order to seek the information required for solving their work tasks,
young ppofessionals use a large variety of information sources ranging from
personal contacts and their own hard drive to intranet knowledge sources,
internet search engines, external wikis, instructed training sources atxd prin
ed factual sources. This clearly papts WH2 There is, however, a clear
gradient in regards to the usage of the different sources, as young prefessio

on
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als predominantly turn to their personal contacts as a source of information
and search their personal hard drive, the internet, or intém@akledge
sources.

Apart from the overall frequency of use of information sources, a centext
specific understanding has been achieved, explaining for which types of
tasks, activities of information seeking and types of information these sour
ces are usedrigures 44 through 46 visualize these findings and enable a
well-founded analysis of the role of each of the identified sources imthe i
formation environment as a function of task complexity and information
seeking activity. The results show that theoamnt of used information sour
ces for investigative decision tasks and unstructured exploration tasks is
highest in those phases where young professionals aim at gathering-an ove
view and collecting first information. In regards to the different activibies
information seeking, it was shown that personal contacts play an important
role for supporting young professionals in understanding their common daily
work tasks and identifying their information need, extracting information
from the gathered object®ié evaluating the quality and relevance if the i
formation for the task at hand. The personal hard drive, intranet knowledge
sources and internet search engines are predominantly used when gathering
an overview of existing sources of information and cotidgca search and
collecting information.

In regards to the influence of task complexity on the choice ofrrgo
tion sources, it was shown that individuals that are faced with tasks of lower
complexity (CBDT) generally turn more often to their persdmaid drive,
while participants that are most commonly confronted with moreptex
tasks (UET) rather turn to personal contacts for relevant information.

This also indicates that the type of sought information varies depending
on the complexity of a taslslightly supporting?vH3). It was, however, not
possible to identify a specific relevance of these types of information for
highly complex tasks (opposiyH3). The survey rather revealed that young
professionals seek for all information types when beimgrooted with their
common daily work tasks (IDT), slightly varying in frequency with factual
information being the most important type of information, then tasknrdo
tion, social information and tasdolving information.

In general, the participants tifis study reported to be quite satisfied with
the electronic information environment provided by their employer. A closer
look at the results, however, revealed that the satisfaction with the overall
information environment decreases with rising task mexity and is par
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ticularly low in phases where individuals aim to gather an overview ofexis
ing sources of information, conduct a search and collect informatior-or e
tract information and evaluate its quality. The qualitative remarks of the
partidpating young professionals furthermore disclosed a certain degree of
frustration with the electronic information environment in general and the
search and accessibility as well as quality and content of information sources
in particular.

Finally, the current e of social software applications in the tdsised
information seeking behavior of young professionals in management onsul
ing may be summarized as follows: Even though analysts and consultants are
quite familiar with social web applications, which thage regularly as
sources of information for nework related questions, job entrants inma
agement consulting neither consult internal nor external social software a
plications very regularly for professional purposes (with the exception of
external wikig. This clearly disproves the assumptionVdH4 and requires
further investigation. The frequent use of social networking services and
external wikis as well as social sharing sites for private purposes, however,
identifies a gap between private and prsiesal usage of social software
applications and points at an unleveraged potential of transferring habitual
usage patterns from recreational to workplace contexts.

In the following, the here presented observations and identified gaps will
be discussed gether with the considerations of the previous chapters from a
leadership perspective in order to derive measures for leveraging time pote
tial of social software as a source of information in the workplace in a-speci
ic context of use.






7 Social software as a source of
information in the workplace

This chapter summarizes the potential of social software as a source of i
formation in the workplace of management consulting and presents-the r
sults of discussing it in the course of a leatlgr workshop with regards to
the actual information seeking and source usage behavior of young-profe
sionals. Thus, the hitherto descriptive results are assessed from a leadership
perspective, reflecting contegpecific challenges and management interest
As a result, measures for leveraging the use of social software as information
source are derived within a specific area of tension of conflicting interests.
Section7.lintroduces the goals and approach of the ultimateddtés
study. It furthermore outlines the structure and content of the leadership
workshop by giving an overview of the participants and their respective pe
spective on the subject matter. Sectlohthen summarizes the piieus con
siderations regarding the role of social software as an information source in
the workplace in general and presents considerations from a leadership pers
pective with respect to the potential to support young professionals in buil
ding awarenessna solving tasks in the specific context of management con
sulting. The benefits associated with social software in the corpofate i
mation environment are confronted with the actual usage behavior of young
professionals and discussed in sectioh This leads to the identifition of
contextspecific challenges and reflection of leadership interests. As a result,
exemplary measures for leveraging the use of social software in the specific
workplace environment of the empial are presented in sectidril Finally,
the main conclusions of this chapter are summarized in sdcfion

7.1 Introduction

As final step of this study, a leadership workshop wéibresentatives from
senior executives and senior project managersagienture Managment
Consultingwas conducted together with two academic researchers of info
mation retrieval and human computer interaction {igege 51).
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Leadership Workshop for Discussion of Findings & Derivation of Measures
8 * Presentation of findings
« Discussion of value positions and criteria from a leadership perspective regarding the potential
3 of social software as an information source
‘ « Derivation of measures for leveraging the use of social software in the workplace

Figure 51 Leadership workshop: discussion of findings & derivation of measures

It was the goal of this workshop to present the above described findings
regarding the taskased information seeking kmhor of young professio
als in management consulting in order to discuss the results with respect to
the corporationds overall goal e as
strictions. This applies not only to the identified process of informatidix see
ing (see sectiorl.l) but most importantly to the surveyed usage of social
software applications for private and professional purposes (see section
6.4.3. These finthgs were confronted with the identified potential of social
software (see sectioh.1) and social intranet sites (see sectioB.9 in the
light of the interests of the corporatatiership in order to derive measures
for leveraging the use of social software as source of information in the
workplace environment of young professionals in management consulting.
Hence, the structure of the leadership workshop may be summarized as fo
lows:
1 Presentresults on information seeking behavior of analysts and densul
ants inAMC
1 Discussthe potential of social software as an information source in the
workplace
1 Identify leadership interests and limitations that challenge the agahz
of the identified potential in the specific organizationatteat

we l
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71 Derivequick win and longerm measures for leveraging the use of social
software as a source of information in the workplace

Two senior executives and one senior project manager froMdahagment

Consultingoperating group ofAccenturan Austria, Switzerland and Geen

ny participated in this leadership workshop. The senior manager was the lead

of a program office of an ongoing post merger integration project in the

banking industry wittprior experience in financial services (industry) as well

as collaboration and knowledge management projects (functional). As a pr

ject manager, she represented the role of a project supervisor for analysts and

consultants in their daily management consgltvork. One of the participa

ing senior executives was part of the global leadership team ddeteng

design & delivenoffering within AMC and in charge of a consulting as well

as service workforce with a specialization in training development elhd d

ery. In his daily routine he works with representatives from the sample of this

study in his role as internal supervisor as well as in selected projectsras ove

all program lead. The other senior executive was responsible for theteonsul

i ng wo r dctivites in &hé telecommunications and higleh industry

in the Germarspeaking region. In this role his perspective on young grofe

sionals in management consulting is rather of an internal nature with a focus

on their skills, abilities and value foreh cl i ent sd needs as

business performance of the firm. Hence, tileded circle of participants

represented different leadership perspectives from the daily management of a

consulting project across leading a Wforce with deep functionaxpertise

towards the business development of consulting activities in an entirg indu

try.

Together with the external perspective of two experts from the field of i
formation science, the workshop was moderated in order to discussdhe fin
ings of this tudy and theoretical considerations regarding the potential of
social software as a source of information in the workplace. Therefore, the
findings were presented in various steps with subsequent discussion rounds
to identify leadership interests, expemas as well as personal experience
and match them against the gathered observations and survey results. Based
upon the gathered appraisals, ideas for measures in order to improvethe ele
tronic workplace information environment by the means of socialvacdt
applications were collected and clustered according to their time horizon or
feasibility. In order to document the different expert positions, criteria and
ideas flipcharts, meeting minutes and audio recordings were used. [The fo

we l
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lowing sections preseéithese results in an aggregated form and describe the
main findings.

7.2  The potential of social software
as a source of inform ation in the workplace

As a basis for the leadership workshop, the potential of social software to
serveas a source of information in the workplace in general was summarized
as follows:

Social software applications such as online social networks, wikis, blogs,
or social sharing sites support users in exchanging information, building and
nurturing relationsips and communicating and collaborating in a social or
collective context. As such, they primarily serve as platforms forgeses
rated content, while a majority of the user population consumesxtirae
ged, aggregated, or collaboratively createdrimftion passively and only a
small portion of users contributes actively. Apart from using social software
for leisurebased activities and entertainment, it increasingly esets a
central gateway for seeking information and content discovery. The infor
mation provided by and created with these types of applications\ateg
outside professional routines and is based upon batfpooncepts of know
ledge exchange. Any user may produce, correct, share, rate, omrend
content to others, which charadizes the provided information to be of a
social nature.

As such, social software promises to serve as valuable source f info
mation in the professional work context. In regards to the specific eequir
ments of corporate organizations, however, the qunoé social intranet
sites lecome increasingly important. Such sites may be implemented in order
to transfer popular phenomena of the social web into corporate boundaries.
Therein, social networking sites have the potential to support nurturing and
building a personal network in order to have access to a wider group-of pe
sonal contact sources and potential subject matter experts. Blogs, microblogs
and status messages enable lowering the threshold for finding shared exper
ences or reproduce previously agkguestions in a digital and retrievable
format. Wikis may be used for accessing-pe¢ected factual information and
collaboratively gathered experiences and knowledge. Finally, internal social
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sharing sites offer the access to information objects teattaommended or
even created by colleagues in a laoidfeel known from popular social web
services outside the professional context.

This analytically derived prospective valadd of social software in the
workplace information environment, howevereded to be discussed from a
leadership perspective in order to reflect management interests and account
for contextspecific restrictions and challenges in management consulting. As
a result of the leadership workshop, the following potential of social web
services and social intranet sites as sources of information was identified for
young professionals in the context of this study.

7.2.1 Social webservicesas sources of information
in management consulting

In their analysis of the potential of social welesisuch as social sharing,
social networking sites and external wikis to serve as sources of information
for young professionals within their organization, all participating reprasent
tives of the senior leadership étcenture Management Consultisgared
certain hopes as well as reservations. Altogether, these may be explained by
the direction of information flow between the organization and these external
applications and their overall controllability.

When it comes to the absorption of external infdiam senior exas-
tives and senior manager consider social web services suehcabook
LinkedIn Xing, or Slideshareto have the potential of providing valuable in
formation about clients, relationships, experiences and other busatatesl
contextualclues. Especially in the case Wikipedia this is deemed to be an
example of publicly available usgenerated content that might provide-ce
tain information to employees in management consulting they would not be
able to retrieve from strictly intern@hformation sources. This means that
passively consuming information from such sites is regarded as offering a
potential valueadd to the electronic information environment of young pro
fessionals.

The active use of such applications, however, confreesor leadership
with a dilemma. While public social networking sites are considered to be
quite valuable tools for nurturing existing relationships with clients apd su
porting the access to social information (e.g., recommendations, ratiags, e
periencesjrom contacts outside of the firm, they are at the same time seen as



264 7 Social softwares a source of information in the workplace

a potential threat to corporate confidentiality and compliance concerns in
case employees contribute content actively. Even though clear guidelines
regarding a code of conduct and poksibondisclosure agreements with
clients have been communicated to all employees (and new joiners-in pa
ticular), the social web is considered to endanger characteristic elements of
the management consulting industry. The participants of the workshop e
pressed their preoccupation that new joiners might not always manage to
distinguish between private and strictly professional, i.e., confidential e
change of information. Furthermore, allowing employees to visit such web
sites during office hours would makelifficult to control work performance

and discipline.

7.2.2 Social intranet sitesas sources of information
in management consulting

Thus, along the lines of the argumentation of se@i8r2 senior exedtives

and project manager expr essCeldbo-heir appre

tion 2.®initiative and the introduction of social intranet sites in recent years.

These sites are expected to have the potential to be established as sources of

information for:

1 extending personalnetworkand f aci |l it atAcoegure6di vi ng i n
Management Consultingor | dé (e. g., byingddcislcovering &
relationships in an internal social networking service),

1 building awarenessof activities, knowledge and eggs within the firm
(e.g., by distributing regular digests of newly generated contentscand a
tivities on all social intranet sites),

1 sustainably visualizing information and communication, so that it
might serve as source of information for future retpés.g., by dog-
menting fequent |l y asked questions -in an inte

podcast series on a social sharing site),

T sharpeni ng an arasuppmnrting the deyelopméni dnerise
of new experts by offering various ways of expressing @mributing
expertise (e.g., by displaying project experience, authored reports-or pre
sentations and topielated activities within the orgarion on a perso
nal profile page),

1 contextualizing information of intranet knowledge sources so as to
provide the different users and roles with respective views omnrgo
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tion (e.g., automatically extracting information about the client context,
personal background and opinions of a certain document from artifacts
generated through the active participationsocial intranet sites).
Based on the assumption of an increasing amount ofgeserated auent,
the high demand for social information in management consulting-is e
pected to be satisfied by combining traditional intranet knowledge sources
with socialintranet sites. Thus, such content as status messages, blog posts,
ratings, recommendations and personal networks may be utilized in order to
extend information on thiknowledge Exchandey adding metanformation,
i.e., dynamic context to originally statinformation objects (e.g., presant
tions, text documents and calculation tables). There are some first approaches
that are currently introducing this idea into the existing information emviro

ment (sedigure 52) but need to be extended in order to reach the level of
sophistication envisioned above.

Portal Home | Contribute | My Communities v | My Profie | My BookMarks/Feeds | ContactUs | Help
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created social information (star ratings and comments) may risdeoed a
first step into the discumaedopdt eNostl o]
social informationhowever, still coexists either in separate applications or
tabs and does not converge with more traditional information objects-of fa
tual information or task information.

Furthermore, the different opportunities offered by social intranet sites for
askirg questions (e.g., in discussion forums or via status messageshare co
sidered to provide access to a wider audience and increase the chances of
retrieving social information from subject matter experts across the entire
firm regardless of organizationah@ geographical alignments. Hence, these
types of applications are primarily seen as digital channels to personal co
tact sources. As the benefits discussed above reveal, however, the traceability
of visible information and communication processes as agethe availabi
ity of the documented results have the potential to turn these applications into
searchable sources of information.

Finally, it was pointed out that the manifold benefits of social intranet
sites as sources of information in managemenswiting could only be réa
ized if there was a critical mass of employees that frequently contributed
content and if the resulting data was maintained and structured well enough.

7.2.3 Context-specific support of young professionals'
inform ation seeking behavor

Asked about contexdpecific use cases of social software for the different
activities of information seeking along the process of solving investigative
decision tasks, the participants of the workshop remarked that the potential
use of social intranesocial networking and social sharing sites as sources of
information may generally be considered in regards to building awareness
outside of the process of active information seeking. These services are
mainly considered to support young professionaktaying upto-date about
current developments, activities, experts and available information. This type

of 6push informationd ( asgnailfdmgestsefxampl e pr
online activities of users in @®oneds perso
value, which is realized when young professionals are confronted with a new

task and remember Ol have seenithat somew

ated with such concepts as Omonitoring6 (
(Wilson 1997), since it is monitiated actively and therefore not directed.
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Apart from this informative function, further potential benefits of social
software as a source of information in the workplace could be identified on
the level of tastbased information seeking.

First of al, it was stated that external wikis such\@iipediahave le-
come part of everday life information seeking and may be expected to
serve as established sources of information in the professional context of
remarkable quality (cf. Hammwohner 2007; Hammngthet al. 2007). In
regards to the activities involved in solving common work tasks in neanag
ment consulting, they are considered relevant for supporting youngsprofe
sionals in understanding the problem and identifying information needs and
gathering an werview of existing information sources by providing oréent
tion as well as identifying relevant concepts and their definitions. Furthe
more, social intranet sites suchResople Pagesr Groups Siteshat include
the use of stat usomesrssaateiso n(sadl)s,o dciaslcluesds i doen
blogs, ratings or comments may serve as a way of digitalizing and visualizing
common information needs and relevant subject matter experts in the phases
of gathering an overview of existing information sources, conducing
search and collecting information, extracting information and evaluating
quality and evaluating relevance of the gathered information. Since these
activities of information seeking are specifically dependent uporstasing
and social information, whbh is subjective and reliant upon experiences and
specific project contexts, content generated by peers or supervisinggemplo
ees on social intranet sites is expected to be highly valuable. Taking into
consideration the innate conflict of weighing qualifyirdormation and pe-
ple enablement against the reusability of information and work efficiency,
senior executives and project manager consider these types of applications to
support the externalization and exchange of information better than tin bila
eral @nversations.

As a resultFigure 53 consolidates the identified potential of socialtsof
ware as a source of information in the workplace of management consulting.
The outer frame of the visualization captures dkerall value external and
internal social software applications may offer by supporting young gprofe
sionals in building awareness of existing activities, knowledge, experts and
experences within or outside of the firm. The inner frame focuses on the
different stages of information seeking when young professionals are co
fronted with a new informaticrelated work task. As the results presented in
section6.2 have shown that the daily work tasks of analystsamultants
are most commonly perceived to be investigative decision tasks, the-respe
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tive process of the contegpecific model (seégure 36) has been included.

The above fomulated potential benefitsf external wikis and social intranet
sites are placed along those phases of-thaskd information seeking
(marked in blue), where young professionals might best be supported by the
respective types of social software as an information source.
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Social Sharing Sites Groups Sites  People Pages
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Slideshare™ YouTube™ Social Intranet Sites
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Linkedin™ Studivzm™ Media Exchange

/ Wikipedia™  Wiktionary™ Solving Tasks \
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Wikiversity™ Wikihow™
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Understand Gather Conduct Extract Corsoiiata
Problem & Overview of Search & Information & Adant Evaluate Finalize &
Identify Info Existing Info Collect & Evaluate P Relevance Present
g > Information
Need Sources Information Quality

Groups Sites ~ People Pages

Social Intranet Sites

\K Accenture Encyclopedia ~ Media Exchange //

Figure 53 Social Software as a source of information in management consulting

Concluding the discussion of potential benefits of social software as a
source of information in the workplace of management consulting, the-parti
ipants expessed the expectation that these types of applications would be
specifically adopted by members of thet generation
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7.3  Critical assessment from a leadership
perspective and identification of
context -specific chal lenges

As it was argued before, understanding the way young professignals a
proach new tasks in their daily consulting work, the characteristics of the
workplace environment and complexity of such tasks and the usageiof trad
tional information sources praes the basis for identifying the potential of
social software to serve as a source of information in a certain professional
context and how it may be further leveraged in the future. The presented
considerations were therefore confronted with the aatsaje behavior as
observed and surveyed in chaptgr@nd6. This aimed at identifying une
eraged potential from a leadership perspective and reflecting possible co
textspecific challenges and conflicting interests.

7.3.1 Discussion of the actual usage behavior
of young professionals

First of all, the participants of the workshop were confronted with the study
results of the online survey regarding the workplace enmiemnt and pe
ceived task complexity (see secti®R). These have shown that analysts and
consultant in management consulting spend most of their working hours at a
client site, working on clieatelated taskswhich they perceive to be rather
unstructured and fairly complex. They rely on their personal computer and
the corresponding electronic information environment for almost all of their
tasksolving activities. The expert discussion revealed that this mneeéxth
pectations and personal observations from the perspective of project and
divisional management. The reported high degree of task complexity was
considered a natural, partly intended aspect of typical work roles in sanag
ment consulting. It was notedpWwever, that the subjective evaluation of the
participantsé tasks may be slightly falsifi
since it may be the positive selbnception of job entrants to be dealing with
complex work tasks. Moreover, the reported faiilyghhdegree of selinitia-

tion of tasks was considered critically. From a leadership perspective young
professionals are given rather little room for geifiated work tasks and
mostly driven by work instructions from their direct project supervisors or
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client counterparts. This may also explain the large degree of uncertainty that
was reported to characterize the beginning of new tasks. It is often d¢hallen
ing for young analysts and consultants to understand what the cliemt or s
pervisor means and neadben assigning a task.
The way traditional information souréésire used by the participants of
the study in order to support their tesidving efforts in general (see section
6.4.1) and as support of the idified activities of information seeking in
specific (see sectioB.4.2 conform to the expectations and personal olaserv
tions of the leadership to a large degree. The high importance of personal
contacts as swces of information was considered to be somewhat self
evident for the field of knowledg@atensive business services and even d
sirable from a quality perspective. Since management consultants are heavily
dependent upon methodical skills and experierfoe® previous project
engagements, clients and industries, senior subject matter experts- are e
pected to provide young job entrants with guidance and quality assured i
formation. Regarding the distribution of usage of information sources along
the identifed process of tadkased information seeking the reliance upon
expert opinions in the phases of 6under st
the information needd and déextracting inf,
assessed positively in regards to quadind standardization of information.
This, however, was considered a doubdiged sword, since quality concerns
on the one hand stand in conflict with leadership objectives regarding the
workforcebds efficiency on thewokt her hand.
shop commented critically that senior subject matter experts in the company
are often overstretched with vast amounts of inquiries from less experienced
colleagues. Furthermore, they complained that most of the requests were
uttered via amail, whichmeans for the questions as well as answerg-o r
main hidden to other colleagues and cause a communicative overload that
decreases their own productivity. This is even more the case since young
colleagues often require more than just a short answer omagod¢uut rather
extensive explanations in order to satisfy their information needs. The image
of 6teaching how to fish instead of si mpl
the senior executives to express the ideal of enabling junior colleagues to

61 This refers to all the availablources of information except emerging sociatvsaife
applications: personal contact sources, personal hard thara network drives, intra
net knowledge sources, factual internet sites, printed factual sources, instrueted trai
ning sources, and intezhsearch engines.
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develop ew skills instead of simply providing the right answer. If it was for
people development, the primary goal would be to transferstlsing and
social information relevant for developing new experts. Since the reanag
ment consulting domain is especiallyacacterized by a dynamic and time
critical work environment, however, client satisfaction and delivery af-sol
tions oftentimes are of higher priority. An anecdotal example of this conflict
of interests was given as a situation where one of the partigpsdinior
executives was contacted by a junior colleague and asked for the calculation
of costs and efforts for a certain project and scope. While it would have been
desirable to explain the young colleague how such a calculation is done and
what needed tbe taken into consideration in order to allow for industnd
clientspecific parameters, he needed to present the client with a figure on
short notice and thus did not have enough time so that only factual info
mation could be transferred. It was commeehthat situations like these also
meant that the individual would soon be in a similar situation and have to
contact the senior expert again instead of being able to solve the task ind
pendent! y. This switch of peispaegbi ves from
part of this information process provided further critical insights into aspects
of expected availability and immediacy of replies.

From a leadership poiutf-view another critical aspect about the mfo
mation seeking behavior of young professisred described in sectiém.2
was identified: the frequent use of information that is stored on personal hard

drives and existing | ocal document <collectio
overview of existingg nf or mati on sourcesé®é dnd O6conductin
|l ecting informationo. While this was accept

senior colleagues, it posed certain concerns in regarding the quality, degree
of innovativeness and standardization of the retrientmmation for rather
inexperienced employees. If analysts or consultants did not know the answer
to a certain problem, searching the own hard drive may hardly be considered
helpful. That is why the participants of the workshop pointed out that intranet
knowledge sources and factual internet sites should play a much larger role
than, e.g., personal hard drives and possibly internet search engines. In pa
ticular, the internaKnowledge Exchangeas considered to be a dedicated
source of high quality and levant information for common work tasks in
management consulting that should be used more frequently. The observation
that this is not reflected in the information seeking and source usage behavior
of young professional was interpreted as an indicatiom filack of structure

and effective communication of the relevance of such preferred sources of
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information. If all the information that is available in IKS was connected
better across the different sources of information and presented with more
context iformation, it would have the potential to be used as primary point

of reference by young professionals. The reported low usage of such intranet
sources, however, was also considered to
sumer mindset & andcobsaltardsl The hig usaged Ibcals t s
document collections, personal contacts and internet search engines was seen
as the intention to avoid effort and uncertainty, since information retrieved
from these sources promises to be easily accessible addtedli(as in the

case of PCS and PHD). This led to the earlier described critique thet, esp
cially when collecting information and evaluating its quality, intranet knowl

edge sources are not used frequently enough from a leaderdppagiive.

As a finalcritical assessment of the study results, the overall variety of i
formation sources used by job entrants in order to gather an overview of e
isting information sources, conducting a search and collecting information
was considered to indicate a certaueioad of available tools and reveal the
need for a structured communication of available sources and their benefits
as well as the overall convergence of sources.

7.3.2 ldentification of context-specific challenges
and reflection of leadership interests

The previously described critical assessment of the actual informatién see
ing and source usage behavior of young professionals in management co
sulting reveals a gap between the supposed value of social software as a
source of information in the workplace aitgl current realization by thet
spondents of the study. As the results presented in se&tioBhave a-
posed, the participating young professionals indeed show a high degree of
familiarity with the social wke and use it quite frequently for private puspo

es. However, the earlier uttered expectations that this may lead ta-the a
ceptance of social intranet sites and other social software applications as
sources of information for professional purposes couldbeotonfirmed.

Still, the reported gap between the high usage of social web applications for
private purposes and the low acceptance of social intranet applications for
professional purposes did not surprise the participants of the leadership
workshop. Onthe one hand, their own observations partly confirmed that
young job entrants in particular seemed to endeavor to primarily rely upon
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traditional information sources. On the other hand, it was commented that the

unambiguousness of results might alsobdeap ned by a O6soci al desir
bias, since the threat of disclosing professional or confidential information

when using social web applications for professional purposes had been clea

ly communicated by the leadership. Thus, it may be assumed thaisttzere

certain albeit negligible degree of social web usage in the workplace that was

not reflected in the results of the quantitative study.

The further focus of discussion aimed at the overall usage of socél intr
net sites and the social web for profesal purposes. The low acceptance of
these applications as sources of information was considered to be alarming
from a leadership perspective, since all of the above mentioned benefits may
not be realized. The fact that these sources of information aceamdy sé
dom by young professionals in management consulting may be explained by
possible contexspecific challenges in regards to:

1 the effective communication of the benefits of the various intentiéls
software applications,
1 the accessibilityof tools and appropriate enablement of young job e
trants,
1 the availability of a critical mass and clear structure of content,
1 sufficient efforts among members of the corporate leadership to reduce
existing reservations and fears of younger anddgpgrienced empie
ees,
1 the establishment of lowhresholds for participation and usage,
1 and in general a more consequent implementation andubibf new
beta tools and applications.
All of these problem areas were gathered as personal ideagpfainig the
low usage of social software applications for professional purposes afs repor
ed in sectior6.4.3 They do not claim to objectively evaluate thenpopa ny 6 s
central collaboration initiative but repregeindividual attempts to explain
problems in transferring weticcepted social web phenomena into corporate
boundaries. As such, they provide essential insights into tedepation of
the benefits associated with social software as an informationesoutbe
workplace of management consulting as well as the difficulties in realizing
them.

In addition to these possible explanations for the unleveraged potential of
social web and social intranet sites, the critical assessment of tHeatsesk
information seeking and source usage behavior of young professionals also
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reveals a certain area of tension. The overall leadership interests with regards
to the economic success of the company partly stand in conflict with the pa
adigm shift the inclusion of sodiaoftware applications into the wglace
information environment means to corporate organizations. Whikailce
characteristic concepts that are unleashed by these types of highly colla
borative platforms, such as flat hierarchies, unstructured datdahtesholds

to usergenerated contentand thes@a | | ed O6wi sdom of the cr ow
sidered to be desirable in regards to the exchange afrafmn within the
corporate setting, they simultaneously contravene with management interests.
The above desibed considerations regarding the potential of social intranet
sites and social web applications have reflected the followintpigap co-

cerns:

1 quality of work and information,

1 control and standardization,

1 degree of innovativeness,

1 confidentiality,

1 qualification and

1 effort and efficiency.

The workshop has shown that members of the leadership struggle to find the
balance between these organizational interests and the potential vatue of s
cial software as a source of information in therkplace. Particularly in
regards to the information seeking behavior of young professionalspthe p
tential increase in work efficiency or available information by employing
social software is confronted with contesyiecific challenges and conflicting
interests. Implementing social intranet sites in order to provide employees
with easier access to experiences and opinions from peer colleagues, for e
ample, stands in conflict with the aim of controlling information and a certain
degree of quality. Anotheexample is opening the electronic information
environment of young professionals to include social web services. While
this is considered to provide access to a wider network of experts aiad valu
ble social information about specific issues or clients foutside the orga

i zati on, it threatens the managementds ur
control the information provided to its employees. These examplesaiad

the overall area of tension identified in regards to the role of sociatagef

in the context of management consulting.
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7.4

Derivation of exemplary measures

for leve raging the use of social software
as a source of information in the workplace

The described contesgpecific challenges have revealed thatpbtential of

including social software meaningfully into the corporate information-env

ronment needs to be reconsidered in the light of possible conflicting{eade
ship interests. Thus, a set of measures specific to the participating organiza
tion was deried in order to exemplify how the use of socialtwafe as an
information source in the workplace may be leveraged und&iceondi

tions and constraints in a given workplace environment.

Therefore, the participants of the workshop were asked to igeuds-
ble measures that would promise to offer potential solutions for the inclusion
of social software in the electronic information environment at the workplace
of young professionals and account for the leadership interests highlighted

before. The redting set of exemplary measures was categorized into-short
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Figure54 provides a first overview of these measures developed for ¢ie sp
cific organizational context ghccenture Management Consulting

Short-Term/ Quick-Wins

Long-Term/ Vision

« Effectively
communicate &
promote benefits of

sources by example
« Structure information

environment & focus
distribution of

sources

respective information

information to selected

« Launch “harvest the
hard drive™-activities to
support transferring
knowledge from local
hard drives to social
intranet sites

» Encourage experts to
externalize knowledge
via blogs, podcasts,
Medlia Exchange, etc.

* Set the agenda of
relevant topics and
grow new subject
matter experts

+ Dissolve borders
between workspace
and information
environment into one
High Performance
Workspace

* Implement low
threshold applications
that allow for bottom-
up exchange of
Information

« Utilize user-generated
content to create
contextual wiews on
information

« Automatically extract
meta-information from
social intranet sites
and aggregate social
information in intranet
knowledge sources

« Integrate new joiners’
existing profiles,
networks, and content
from the social web
into corporate
boundaries

Figure 54
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First of all, general ideas were collected that aimed at improving #1e ov
all information environment of young professionals in management ¢onsul
ing . In the short term the leadership representatives proposed to develop a
concept for communicating the benefits of each relevant social information
source to new joining analysasd consultants more effectively by aligning it
along the identified activities of information seeking in the process of solving
common work tasks. The gathered insights of this study shall provide useful
examples for visualizing what type of informatiamy be found in which
information source of the available information environment. This measure
coincides with the overall claim for more structure and focus in the current
multiplicity of information sources. It was suggested to reduce the large var
ety d information sources and align the tdpwn distribution of relevant
information by senior leadership to selected preferred points of contact. This
shall counteract a certain information overload and the resulting attitude of
avoiding efftiram @oms @mmtf ioos méa.

In order to derive measures for improving the usage of social intranet sites
and increasing their potential value as a source of information, theijpartic
pants of the workshop picked up the earlier described criticism okimdpc
critical mass and externalization of knowledge. Hence, they proposed to
launchsec al | ed O h ar v eastivitied it aderhtcaptayfullydqr i v e 6
port the transfer of relevant information from local drives to the internal
Groups Sitesor other social intraneapplications. Engaging employees in
such a topidhased competition (e.g., hunting for the best project deliverable
on project cost estimation) not only increases relevant content on such sites
but is also a way of ar owgthewpgtenpak opl ebds at
valueadd of social intranet sites as sources of valuable information. Another
measure with a similar interest was identified to be the targeted eneeourag
ment of experts to contribute their expertise via social intranet sites.dAccor
ingly, subject matter experts shall be asked to set up a blog, a podcast series,
a video tutorial or simply share a set of status messages with replies to fr
quently asked questions and typical information needs. Thus, a knowledge
transfer from closed -mail chanels towards the rather transparent and
searchable social intranet sites shall be achieved. This once again aims at
improving the potential of social software applications to serve as an info
mation source in the workplace environment of young profedsiémanan-
agement consulting. Finally, it was discussed that the excessive demands for
senior colleagues to share their expertise as personal contact sources may be
mitigated in the short term by assigning a central editorial team to identify
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relevant topis of interest in order to purposefully encourage junior eyaplo
ees to contribute spontaneous and unfiltered information. This way of setting
the O6soci al intranet agendaé6é is considered t
available information in general aradlaying possible fears hindering new
experts to make an appearance in social intranet sites.
Apart from these pragmatic shaerm measures, the participating senior
executives and senior project manager sketched ideas fetdongneasures
without the sual constraints to possible implementations (e.g., time, existing
initiatives and costs). As a result, potential themes for the corporate-leade
ship regarding the improvement of the existing electronic information env
ronment in general and the inclusiohsocial software as a source of infor
mation in particular were idedor-ified. Above
mance workspaced that mer ged all relevant s
with the daily workspace environment of employees guided it part of
the workshop. This concept that has previously been discussed aad prot
typically developed within th&alent & Organization Performangeractice
of Accenture Management Consultiegvisions the dissolution of traditional
boundaries of applicatons and t ool s and steppl aci ng t hem
shopé that provides al/l the information rele
need as well as all the functionalities required to perfornrtainevork role.
Thus, the borders between work applicationd different sources of infor
mation dissolve into one holistic and contexe nsi ti ve ORgerfor mance wo
spaceod, where relevant information is provi
with aggregated social information from interactions with other colleagues
via internal social software.
The ultimate goal of a convergence of information sources is considered
to enable different views on information and decrease the need for further
clarification with the author of a document. That way both central leadership
concerrs, quality of information and efficiency of task performance, would
be fulfilled. Such contexspecific and social views may be achieved in the
future by linking the different sources through automatically extracting user
generated content contributed tcwl intranet sites and embedding the a
gregated social information into intranet knowledge sources as well as other
social software applications suchResople Pages
As a final comment on any of the derived measures for improving the
electronic informéion environment of young professionals in management
consulting, the senior executives and senior project manager pleaded for a
more consistent and determined implementation of measures and initiatives.
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7.5 Summary

The expert workshop with representativesni the senior leadership &t-
centure Management Consultimgovided a critical assessment of the- d
scriptive findings regarding the tablased information seeking behavior of
young professionals in management consulting. Identifying the aspired p
tential of social software and contrasting it with the current usage, furthe
more allowed discovering contegpecific challenges and reflecting the area
of tension between the phenomena of social software and leadership inte
ests. Deriving possible measures lfreraging the use of social software as

a source of information for young professionals in management consulting
that account for the identified limitations and interests, revealed an exempl
ry understanding of possisdedl eectrancpr oac hes
information environmeit .

As the documentation of the workshop has revealed, the senior executives
and senior project manager share a positive attitude towards social software
in general and social intranet sites in particular. There amever, certain
reservations regarding the use of external social web services, particularly
concerning the active, i.e., contributing use by young professionals. These
positions support the considerations presented in chap@m the one hand,
the concepts of virtual collaboration and bottopigeneration of content are
considered to provide valuable social information for the-sabking activ-
ties of young professionals. On the other hand, the field of reamag co-
sulting is characterized by a high degree of confidentiality and calls for a
certain differentiation between private and professional usage. This leads to
the appreciation of the concept of social intranet sites as they promise to the
transfer poplar phenomena of the social web, which especially youog pr
fessionals are highly familiar with, into the corporate boundaries of tlz intr
net. The study has revealed, however, that simply copying popular web
phenomena and resurrecting them in professiooatexts does not nexe
sarily mean transferring the empl oyeesbo
bute.

Thus, the foundation for any of the identified potential benefits of social
software as a source of information is to find ways of activating erapoto
contribute their knowledge, experiences and opinions within such internal
applications as, for example, tAecenturepediaPeople Pagesnd Groups
Sites Nevertheless, regarding the promotion of the active and passive, i.e.,
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receptive usage of s@tiintranet sites, different interests from a leadership
perspective stand in conflict: while the results and discussions have shown
that less structure and low thresholds are required in order to benefit from
dynamic, user generated and accordingly sacfafmation in the corporate
information environment, they have also revealed that more structure of the
available content is needed in order to improve the accessibility to relevant
high quality information.

The full potential of social software in theorkplace, however, does not
lie in specific applications but in the type of information that may be ¢ellec
ed and distributed by them. Once the critical mass of relevant information is
gathered, the benefits of social software as a source of informatiduifd-
ing awareness and supporting tésised information seeking behavior need
to be communicated clearly and consistently.

The final derivation of exemplary shedrm and longerm measures for
adapting the electronic information environment of yoyngfessionals in
the specific organizational context of this study has revealed ways for leve
aging the use of social software as an information source from a leadership
perspective. As such, they suggest how the required transformation of the
workplace emironment in order to accommodate the expectations antt habi
ual information seeking patterns of a new generation of employees entering

todayds organizations may be approached

to conflicting interests into consideration.

whi
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8 Conclusion

The analytical and empirical steps of this doctoral dissertation leautted
in a variety of findings regarding the characteristics of social software, the
information seeking behavior of young professionals and the potential of
social software as a source of information in a specific workplace emviro
ment. The chosen approach of this thesis has thereby revealed that itis esse
tial to understand the context of use and model the information seeking
behavior of the respective study granprder to satisfy the research interest
introduced in chaptet and identify certain contexdpecific challenges. The
result is a contexapecific understanding of the role of social software in the
workplaceof young professionals as well as exemplary measures for ¢evera
ing its use in due consideration of the existence of conflicting interests within
corporate organizations in the management consulting domain.

Looking back on the initial considerations ofsttdoctoral dissertation,
this chapter summarizes the main findings, their limitations and outlirees po
sible future work. Therefore, it recapitulates the contributions of the ctnduc
ed empirical study to the research interest of this thesis and theffldl8 0
research in sectio8.1 Furthermore, the validity and limitations of theepr
sented findings will be evaluated in sectibrd based on considerations-r
gardingthe study sample and the chosen scope and perspective. Finally,
sectionl.1derives further research needs and indicates next steps required in
order to account for the findings of this thesis.

8.1 Contributions

Motivated by the emergence and popularity of new types of web ajplis

and the overall perception, t hat todaybés or
workplace environment to a new generation of employees, it was the research

interest of this study to alyae the role of social software as a sourcenef i

formation in the workplace. This was evoked by areaibracing recogn

tion of the social web phenomena of ugenerated content, bottenp

collaboration, social sharing and online social networking inpthigic as

well as academia. Especially in regards to the transfer of such concepts into
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corporate boundaries, the idea of weaving social intranets was found relevant
and patrticularly challenging. While social software is often considered from
the perspecdte of knowledge management and collaboration, this stady f
cused on its role as valuable source of information when building awareness
and actively seeking information in order to solve highly complex work
tasks. It was argued that in order to satisfg thterest, common behavioral
patterns of a specific subject group in a specific context needed to be ident
fied. Thus, the information seeking behavior of young professionalsiin ma
agement consulting was observed, conceptualized, surveyed and, finally,
aralyzed in regards to the potential use of social software applications as
sources of information for professional purposes. In the course of these di
ferent methodical and analytical steps, the following contributions were
made:

First of all, a deep undetanding of the taskased information seeking
and their influence factors at the workplace of young professionals was rea
ched. As a result, different phases of information seeking were identified that
may be observed as a function of the respective tipesk. The most co-
mon type of task was found to be the investigative decision task, where the
type and structure of the result maypriori be anticipated, but permanent
procedures for performing the task have not yet emerged. Thus, the process is
largely unforeseeable and so are its information requirements. Completing
such tasks therefore requires a large amount of investigative activities in
order to identify the right information sources and extract relevant-info
mation in order to found decisions baw to approach the task and create the
expected result. Furthermore, four types of information were found to be
relevant for the context of management consulting. Apart from the existing
concepts of task, factual and tesKving information, a new typef in-
formation thatdefines norms and values relevant for finding and applying the
relevant other types of i nf omaraitd noén
comprises mainly subjective and evaluative answers to the information r
guirements that argoscific to the cognitive actor (e.g., values and experien
es from previous projects of trusted colleagues). Accordingly, it can be found
in the social environment of the cognitive actor.

Based on the conceptual understanding of behavioral patterns| centra
fluence factors and the context of management consultingistnef info-
mation sources and their characteristics in the electronic information environ
ment of young professionals was analyzed. Thus, it was shown that analysts
and consultants in managent consulting use a large variety of information

wa s
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sources. They most frequently turn to personal contacts, their own personal
hard drive, internet search engines and intranet knowledge sources in order
solve their common daily work tasks. This usage, dnew, varies depending
upon the type of task they are confronted with and ¢spective phase of
information seeking. Thus, a detailed picture of thevesice of different
information sources and the satisfaction with the information environment of
the prticipants of this study was drawn.

This allowed for the identification of the role of social software applic
tions for the common tadikased information seeking behavior of young-pr
fessionals, revealing an ambivalent finding. On the one hand, apptisati
the social web, such as online social networks, social sharing sites and wikis,
receive widespread popularity among members ohéteyenerationOn the
other hand, social intranet sites with a strictly professional purposes struggle
with low usageand acceptance. It has been shown, however, that the various
applications provide valuable use cases for serving as sources of information
in the workplace environment by providing social information, extending
personal networks, building awareness ofvé@s, knowledge and experts
within a corporate organization, sustainably visualizing information and
coomuni cati on, sharpening an expertoés profil:
mation of intranet knowledge sources so that different views on information
may be provided to different users and roles. In regards to the identifired co
textspecific information seeking behavior of young professionals in-ma
agement consulting, social external wikis and social intranet sites were thus
found to serve as potentiallsoes of information in order to support them in
understanding the problem and identifying their information need, gathering
an overview of existing information sources, extracting information and
evaluating its quality and, finally, evaluating the relesawf the gathered
information for the respective task at hand. Furthermore, social sharing sites,
social networking sites and social intranet sites were generally identified to
support building awareness of existing activities, knowledge, experts and
expeiences within or outside the firm.

Leveraging this potential and successfully transferring the popularity and
acceptance of recreational social software use towards a usage fa- profe
sional pur poses, however, remama-ns a centr al
tions. In the case ofccenture Management Consultjindpe participating
representative of the knowledggensive business services sector, a variety
of conflicting interests were identified that further complicate realizing the
full potential of sociasoftware as an information source in the workplace.
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Concerns regarding the quality of work and information, ways of controlling
and standardizing the information young professionals retrieve, maintaining
the confidentiality of clienspecific information efforts of qualifying en-
ployees to develop a certain degree of competence and independence and
overall interests regarding the increase of efficiency and avoidance of extra
efforts, represent important contesyecific restrictions that need to be taken
into consideration.

Thus, an exemplary set of shtetm and longerm measures were idéent
fied, which were mainly built around aspects of effective communication,
structuring a diverse information environment, improvement of quality and
availability (tecinology and content) and, most importantly, leadership by
example. For the respective context of the participating organization, these
represent first approaches of how to leverage the use of social web and, most
importantly, social intranet sites as sagof information in the workplace
of young professionals.

Based on these findings, the research interest (see séctjowas a-
dressed and the research questions (see sécliowere answered. Furthe
more, this doctoral dissertation contributed to two rich fields of scientific
research. On the one hand, the developed concepts, theoretical framework,
contextspecific model of taskased information seeking and thmployed
methodology contributed to the field of information seeking, needs and use
research. By applying the Hfifap analysis as a further development of Makri
(2008) to recognized models of information seeking research and byrzombi
ing qualitative and cantitative methods in order to develop a context
specific questionnaire for modelling and surveying the information seeking
behavior of a rarely investigated user group and context of use, this thesis
added to a vivid field of research within informaticrience. On the other
hand, Schul mei futtherred@ricaddaten amtde béhavioral
patterns of young adults in their interaction with a new form of software a
plications(see sectioR.2.3) was upheldThus, this thesis also provides add
tional findings for the demystification of popular conceptions of nie¢
generation There are, however, some limitations to the significance of the
findings of this study in this concern, which shall be discusséukirollow-

ing.
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8.2 Limitations

As one central point of departure of this doctoral dissertation, it was the goal
to focus on the analysis of the information seeking behavior of youngsprofe
sionals in management consulting who have recently graduated andientere
the professional work life. As mentioned earlier, this was an expression of
the association of members of thet generatiorwith a certain affiity and
familiarity with social software applications and the common assumption that
they would expect theggpes of information sources to be included in their
workplace information environment. Even though the mean age (27.68 years)
and low degree of corporate affiliation (85% < 4 years) of the sample of this
study may appear to be well represented, the eafdanpower of this study

for the target group of young job entrants is slightly limited. Especially since
the workforces of management consulting firms are traditionally characte
ized by high attrition rates and a rather young staff, the samplectdvistics

show a higher age and amount of years of service than intended for studying
young job entrants. The fact that the amount of new joiners nagesnent
consulting was limited in the sample of this study may be explained by the
economic downturn duringhe time of recruiting study participants. In the
year 2010 not many new hires joined the workforce of the cooperating firm
and thus made the access to very young and recent job entraetshsdm
more difficult. Still, the leadership assessment of theysttids r espl t s i n cha
ter 7 and the critical discussion of the common assumptions (and migeonce
tions) of thenet generatioror digital nativeshas shown, that the fiings
regarding the potential use of socialte@fre as a source of information in

the workplace of management consulting are relevant for a much wider target
group than only young professionals. Mackenzie (2005) has arguedl-accor
ingly that no relationship is seen between years of service amunation
seeking behavior. In her study new, experienced and senior managers all
behaved similarly when seeking information. Even though this has to be seen
in the specific context of the study focusing on social cooperaticesses

in the workplace, Mackenzies wor k supports tbde assumption
ings of this study may also be valid for more experienced subject groups. As
it was elaborated in sectighl, however, employees with a longer conaie
affiliation in management consulting are most commonly associated with
different work roles on higher career levels and were therefore initiglly e
cluded from the study.
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Furthermore, common limitations of empirical studies that include such
methods as sensitructuredinterviews and online questionnaires have to be
named. As Fidel and Green (2004) have pointed out, such means of data
gathering focus on what the participants think rather than what they actually
do, as it is not clear how much analysis participants kgtearry out when
they respond to questions in a questionnaire or an interview. In addition, the
retrospective analysis of oneds own behayv
than it might have actually been. It can be noted, however, that this thesis
applied a combination of methods in order to account for the described weak
nesses of subjective data from interviews and questionnaires hpusigv
exploring the study context through qualitative observation. Even though this
method has also its common lintitms, as for example the ggible occuf
rence of the Hawthorne effect, the overall combination of methods aimed at
alleviating all of the above mentioned limitations.

Al wis et al. further reviewed Fidel and
the focus on aubject group in a specific context by commenting that:

Al €] these studies nedadetetl mntaxtofthea r i ed out i

ticipantsd work and caution t tirgdto alt hough t}

be immediately generalized, its advantgee that the results are highlyerel

vant to the participants working in that particular context and will enable r

searchers to compare and contrast across and within the contexts of the infor

mation seeking behavior of the different user groups in thedu(lbid.: 374)
As this study stands in the tradition of previous inductive INSU studies, it
derived general conclusions from evaluating a specific context. The context
of management consulting as typical element of the knowdedgesive
business seiwe sector in general anccenture Management Consultiag
a key representative of this industry are therefore considered to stand for a
variety of workplaces of knowledge workers. Regardless of the differences
between the various companies in the cafistrategy services provider
landscape described in sectibid, there are certain similarities regarding the
workplace environment, work roles, task types and types of information
needed as well as the chamistics of young job entrants in these firms.
Even though the immediate scope of this study focuses on one of them, the
results thus indicate to be applicable on a wider scale.

The identified conflicting management interests and organizationkl cha
lenges connected with implementing social software in the corporate- info
mation environment as well as the derived measures for leveraging its use,
however, represent findings that are specific to a certain organization. Even



8.2 Limitations 287

though some concerns as, for examph regards to quality and control of
information, efficiency and costs and confidentiality may be considered to be
common themes for the entire industry of knowleddensive business ise
vices, they will need to be reconsidered on a-ta®ase basisThus, the
leadership workshop was appropriate for gathering a dzdsed assessment

of the descriptive study results on contspéecific information seeking and
source usage behavior of a cert-ain
tainly has its limiations in regards to the significance for an objectae r
search perspective. It does, however, point to the fact that the scientific
analysis of the potential of social software to serve as a source of information
in the workplace also needs to take iatxount pragmatic concerns driven

by economic interest.

8.3 Future work

Based on the described findings as well as the chosen scope and context and

limitations of this study, a variety of continuative research questions and
areas of future work emerge. &irof all, the analysis of existing findings
describing the information seeking context of individuals in the workplace
environment has led to a variety of genuine concepts, such as task and info
mation types, as well as phases of information seekingijfisptr the re-

search interest and scope of this study. Even though these concepts as well as

the guiding theoretical framework of the interplay of task and information
types and the model of talased information seeking have proven to serve
as valuabledundations for the purpose of this study, they are based on a set
of assumptions and evaluations that require further analysis. It woukd ther
fore be interesting to examine their validity for other contexts and research
guestions. Furthermore, the introtloa of these considerations and theicrit
cism uttered in sectio.3.3 regarding the identified shortcomings of the
analytical static and summaryprocess perspective in research literature into
the existingINSU community opens a wide field of research questions and
possible scholarly discussion that may lead to an enhanced conceptual unde
standing of patterns regarding the information seeking behaviomoftive
actors. Since this study has focused on rineeptive use of information
sources from the perspective of an individual user, the findings should also

shar e

of
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be joined with such related areas of res:
seekingd or O0soci al searcho.

Furthermore, the distribution of study paipiants across different regio
al entities has raised a variety of questions regarding the influence of cultural
backgrounds on information seeking behavior in general and the usage of
social software applications as sources of information in the workplagte
ronment in particular. There exists a certain amount of research regarding the
role of culture on the quality perception of information sources (e.g., De la
Cruz et al. 2005), international differences in web page avatuguidelines
(e.g., Mandl/dela Cruz 2009) and cultural differencestween web users
(e.g., Schmitz et al. 2008). From the perspective of information seeking,
needs and use studies, however, there are only falestthat specifically
focus on intercultural aspects of informatiogeking (e.g., Komlodi/Carlin
2004; Komlodi 2005). Particularly in connection with the perspective on
collaborative processes of information seeking and such information sources
as analyzed in the course of this thesis, the role of national culture as an a
pect of a userds context and iasformati on
tigated. The study by Cho and Lee (2008) is a first example of such research
revealing a wide field of open research questions.

In regards to the analyzed group of social softwatkscial intranet @
plications, sectior2.1.3has shown that there is a certain amount of research
in different disciplines that deals with this emerging web technology and its
associated phenomena. After hayiset a strong focus on subjective mnfo
mation needs and habitual usage behavior of social software in the course of
this thesis, the presented results may extend existing findings of different
research disciplines and provide a foundation for a more tolgeand qua-
titative view on these types of applications within information science. This
may enable the further analysis of the characteristics of user generated co
tent and the relevance of social software as sources of information from a
content perspgive. There are first quantitative studies concerned withielass
fying informational content in tweets, status messages and other forms of
social software (e.g., Hurlock/Wilson 2011; Hellmann et al. 2010\veHer,
they rarely analyze the workplace contektshare the perspective of INSU
research on informational values, types of information and the attagr
into existing models of information seeking behavior.

On another note, prototypical implementations of the here developed
shortterm measures taniprove the corporate information environment and
the longterm visions of a boundless performance workspace that integrates
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relevant and contextualized information from the variety of information
sources scattering todayobrepresentfumre mati on envir
areas of work but would also promise to provide the respective toolsefor cr
ating and collecting quantitative data, such as a corpus collection of social
information or logfiles of user interaction.

Finally, this doctoral dissertation hesvealed a natural conflict of imte
ests regarding the integration of such web phenomena into the professional
environment. Highly contradictory paradigms meet as the organizational
(mostly hierarchical) world of editorial, controlled and standardizeor-inf
mation provisioning is confronted with the principle of uncontrolled, dyna
ic, usergenerated and social information exchange of the social web. While
the present study developed a set of measures for approaching this problem
in a specific corporate sity), further research questions regarding tha-co
paibility and consequences of this paradigmatic clash arise.
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