
By ALLOWINg EMPLOyEES TO PARTICIPATE 
IN A WORk-SPONSORED INTERNAL SOCIAL 
NETWORkINg SITE (SNS), A COMPANy CAN 
IMPROVE MORALE AND REDuCE TuRNOVER, 
according to a case study coauthored by  
Hope Koch, associate professor of Information 
Systems; Dorothy Leidner, the Ferguson 
Professor of Information Systems and 
director of the PhD Program in 
Information Systems; and Ester 
Gonzalez, a graduate of Baylor’s 
PhD Program in Information 
Systems who now teaches  
at California State  
University, Fullerton.

The study “Bridging The Work/Social 
Divide: The Emotional Response To 
Organizational Social Networking Sites” 
was published in the European Journal 
of Information Systems and looked at a 
financial institution’s efforts to acclimate 
new employees into the organization.  
IT ALSO FOuND THAT PARTICIPATION 
LED TO A gREATER SENSE OF WELL-
BEINg AND ORgANIzATIONAL 
COMMITMENT AND BETTER EMPLOyEE 
ENgAgEMENT.

“For millennials, mixing their work life 
and their social life via an online social 
networking site created positive emotions 
for the employees who use the system,” 
Koch said. “These emotions led to more 
social networking and ultimately helped 
the employees build personal resources like 
social capital and organizational learning.”

SNSs can have a positive impact on IT 
employees and their workplace, especially 
when the new employees are relocating 
to unfamiliar areas and need to build a 
network, assume highly technical jobs and 
become integrated into a large organization 
where it may be difficult to know where to go 
for help, according to Koch.

The study centered on a financial 
institution’s efforts to reduce IT employee 
turnover by starting a social and work-
related online networking site. Under the 
supervision of executives, the IT new hires 
developed and managed the site’s content. 
Since most new hires had moved hundreds 
of miles to start their new jobs with the 
institution, they initially used the social 
pages as an introduction to the community. 
According to Leidner, “The new hires evolve 
from being primarily consumers of the 
information in the social networking systems 
when they first join the organization, 
to becoming contributors to the social 
networking system after they have been in 
the company a while.” After a year or so 
with the organization, the more senior new 
hires began using the system to acclimate 
and mentor incoming new hires.

All study respondents worked in the 
institution’s IT department and included new 
hires, middle managers and executives. 
With less than three years of experience, 
most new hires and interns were men 
between 21 and 27 years old. The middle 
managers and executives were baby 
boomers or members of generation x.

The internal social networking site 
helped the new hires build social capital in 
several ways. “THE NEW HIRES BuILD 
CONNECTIONS WITH CO-WORkERS 
THAT WILL guIDE THEM when feeling 
uncertain about a job task or provide them 
with the morale support needed when 
going through a stressful time while at 
work,” Gonzalez said.

Ironically, middle managers, even though 
they wanted freedom from mentoring new 
hires, were less enthusiastic toward online 
social networking. “Middle managers felt 
isolated and annoyed because new hires 
were forming bonds and developing first-
name relationships with senior executives 
that they had not personally experienced 
for themselves in their many years of 
service,” Gonzalez said.

Senior managers, according to Leidner, 
were both positive and concerned. 
“The senior managers remained more 
circumspect about the SNS. They saw 
what they thought were potential benefits 
to knowledge sharing and collaboration, 
but yet they remained concerned that 
social uses would supersede work-
related outcomes.”

The SNS system also helped the new hires 
maintain relationships with one another, 
thus facilitating a network of acquaintances 
that can do small favors and help build 
emotionally close friendships. Finally, by 
allowing the new hires to access information 
on the SNS, meet other new hires and 
develop and maintain relationships with 
their peer group, the financial institution 
was able to shift some of the burden of 
acclimating the new hires away from middle 
managers and human resources.

Despite the good outcome of this 
institution’s experience, the study data 
suggest that organizations should move 
cautiously when implementing SNSs.

“Before beginning an internal social 
networking initiative, organizations should 
consider analyzing how the system may 
impact both its users and non-users, 
paying particular attention to potential 
isolation of non-users and the negative 
stigma associated with SNS in the 
workplace,” Koch said.
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