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Abstract

Increasingly, organizations are aware that the knowledge generated in organization is a primary factor to
remain competitive in the market. The Organizational Memory (OM) conceptualizing how the process of
creation, storage and dissemination of knowledge over time can influence the actions and decisions of the
organization. For this, it is necessary that the attention of individuals to be targeted and aligned, noticing
the stimuli from the environment, and directing the time and cognitive effort towards the decisions to be
made in the organization. This scenario, the paper provides a discussion of 22 case studies found in
literature that were analyzed using the Attention-Based View of the Firm as a guiding lens. This analysis
shows some evidence and relevant implications of the use of Social Media in the organizational context as
well as a first theoretical description of how the focus of attention of decision makers influence the
development of OM.
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Introduction

In an increasingly globalized world, where information is increasingly available and the barriers of
communication and collaboration between individuals are increasingly narrow, it is an undeniable fact
that we “live in a world where people have opportunities to connect, communicate, and collaborate in
ways that were once inconceivable.” (Everson et al. 2013, p. A69).

It is also known that organizations are aware that the knowledge generated in the organization over time
is one of the primary factors to remain competitive on the market. “That organizations need to know what
they already know to use that knowledge in present collective and individual decisions and actions and
also in projections of the future.” (Ramos 2011, p. 1).

This causes organizations to seek strategies and tools that preserve this knowledge generated over time
and create mechanisms to stimulate and empower its professionals to share knowledge and use part of
this accumulated knowledge to support improvements and innovation in the organization (Barnier et al.
2008), whether in the generation of new products (Kim et al. 2013; Olivera 2000; Wang and Ahmed
2003), in solving problems (Dorasamy et al. 2013; Hamid and Salim 2010) and also in decision-making
(Allahawiah et al. 2012; McCaughey and Bruning 2010; Toulabi et al. 2012).

Thus, the Organizational Memory (OM) — as a theoretical concept — enters in the interim as a way to help
understanding how processes of creation, storage, dissemination and application of knowledge in the
organization unfold over time (Abecker et al. 1998; Ackerman 1994; Alavi and Leidner 2001; Stein and
Zwass 1995) and how the accumulated knowledge can influence the present and future actions and
decisions of the organization (Chang and Cho 2008; Rowlinson et al. 2010; Walsh and Ungson 1991).

For this development of OM be effective and harmonious, it is necessary that the individuals' attention is
directed and aligned so that they perceive the relevant stimuli from the organizational environment and
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effectively use their time and cognitive effort to perform the actions or decisions that provide the best
possible answers to the perceived stimuli. Additionally, it is necessary that the technological tools be
planned in this scenario.

With Social Media, organizations gain a set of tools that align perfectly in different actions, strategies and
functions in the organization, whether they are in project management (Bohringer et al. 2009),
relationship with customers (Bughin et al. 2011), dissemination of corporate information (Smith and
Harwood 2011), on learning of individuals is at the individual level, organizational or team (King 2011), or
even on the decentralization of work in General in the Organization (Kohler et al. 2011; McAfee 2006). All
this in order to provide an environment conducive for information and experience sharing by
strengthening the construction of open communication (Duane and Finnegan 2003; Fournier and Avery
2011; Hanna et al. 2011; Kaplan and Haenlein 2010; Smith and Harwood 2011), and an organizational
culture of collaboration and trust (Fournier and Avery 2011; Jackson et al. 2007; Smith and Harwood
2011).

The study described in this paper is a first attempt to answer the research question: How Social Media can
be used to guide the attention of decision makers towards better creation, storage, dissemination and
application of knowledge in the organization?

Therefore, this investigation is an important step towards understanding the potential of Social Media in
the organizational context as focusing instruments of the decision-makers' attention to the creation,
sharing and application of organizational knowledge required to develop of the Organizational Memory.

The structure of this paper is as follows. Section 2 describes the approaches and methods supporting this
study. Then, the Section 3 describes the theoretical basis necessary for the analysis proposed in this paper.
Section 4 compares and contrasts the case studies with the literature review seeking to elicit the effects of
the use of Social Media in different organizational contexts. Section 5 discusses the theoretical
implications of our research results by identifying some theoretical assumptions listed in Section 4.
Finally, Section 6 concludes with some implications about this study, its limitations and some
implications for future studies.

Materials and methods

In this paper, we seek to perceive how Social Media can be used to guide the attention of decision-makers
along the process of developing OM. A systematic review of the literature was performed, making it
possible to identify, assess and interpret the relevant of papers addressing the relevant topics. The
following sections describe the identification process and selection of literature.

Literature review protocol

The overall scenario for identification of literature used in this research is showed in Figure 1.
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Figure 1. Research Scenario.

Identification and selection of literature

The selection of literature was performed in two steps. The first step corresponds to a selection of
scientific papers related to the central research themes to elucidate the reader on two main theoretical
perspectives guiding the research — Organizational Memory and Attention-Based View of the Firm — and
the relationship of these theoretical perspectives with the information systems’ field, more specifically the
use of Social Media in the organizational scenario.

The search was carried out in some main international scientific databases, namely: Scopus,
SpringerLink, IEEEXplore, Emerald, Web of Science and AIS Electronic Library (AISeL). These databases
were chosen because of their great prestige among the scientific community in general and, especially,
because they hold a substantial number of scientific publications in the information systems area.

The second step corresponds to a selection of scientific papers with case studies that evaluate, in its most
varied aspects, the use of Social Media in the organizational scenario in order to empirically investigate
the main theoretical perspectives used in our research. It was carried out a systematic collection of
relevant case studies on Scopus, Web of Science and recent AISeL scientific bases, from 2009 to 2013
referring, whether in the title, abstract or keyword, the terms “Case Study Research” or “Multiple Case
Study Research”, and “Social Media” within the organizational scenario.

On the basis of this Boolean search, with clusters of keywords mentioned above, 172 scientific papers were
accessed, 20 of these being indexed in more than one base, totaling 152 papers. Table 1 describes this
result.

Table 1. Number of publications in the Scopus, Web of Science and AISeL databases related
to papers with case studies of Social Media from 2009 to 2013.

ORGANIZATIONAL SCENARIO
DATABASE YEAR
2009 [7] 2010 [12] 2011 [27] 2012 [44] 2013 [82]
Scopus [122] 01 09 18 32 62
Web of Science [24] - 01 05 05 13
AlSeL [26] 06 02 04 07 07

The titles, keywords and abstracts of the 152 selected papers were analyzed to verify the relevance of the
study, being selected only papers citing and detailing the case study and/or that propose a certain
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relationship between Social Media and the organizational memory and/or that focus the decision maker’s
attention in the organization.

We identified that most of these papers were focused on case studies related to very specific matters, such
the use of Social Media in education, its benefits and harms in the teaching-learning process (Balayeva
and Quan-Haase 2009; Berkovich 2011; Hargreaves 2011; Hatakka et al. 2013; Lantz-Andersson et al.
2013; LaRue 2012; Mackness et al. 2013; Menkhoff and Bengtsson 2012; Nandez and Borrego 2013;
Potter and Banaji 2012; Schejter and Tirosh 2012); customer’ satisfaction and/or their interaction with
the organization mediated by the use of Social Media (Cai et al. 2008; Chauhan and Pillai 2013; Culnan et
al. 2010; Hanna et al. 2011; Hopkins 2012; O’Shea and Alonso 2011, 2013; Shirazi 2013; Unsworth and
Townes 2012; Wikstrom and Ellonen 2012; Zhang and Yue 2013); movements and political decisions
about social and environmental issues in Social Media (Bernardo et al. 2013; Holmberg 2013; Hvass 2013;
Luoma-aho et al. 2013; Martyn and Gallant 2012; Nakki et al. 2011; Schwarz 2012; Segaard and Nielsen
2013; Vicari 2013; Wolfsfeld et al. 2013); studies of networks and monitoring of data generated from the
organizations’ exposure in Social Media (Bygstad and Presthus 2013; Chua and Banerjee 2013; Stocker
and Mayer 2012; Sykora 2011; Tufekci 2013); analysis of the opportunities and risks of the use of Social
Media in the well-being and health promotion in the community (Betton and Tomlinson 2013; Gupta et
al. 2013; Mitra and Padman 2012; Neiger et al. 2013); among other topics relevant to this study.

Based on the focus of the collected papers, and taking into account the alignment of the paper’s topic with
the purpose of our research, 40 papers that clearly specified the study of Social Media within an
organizational setting in the title, abstract and/or keywords were selected

From these papers were selected 22 cases for further analysis. The choice of these cases is due to the high
degree of detailed research and extensive description of the use of Social Media in the organizational
setting. The relationship and the description of the selected case studies can be viewed in Table 2.

Table 2. Cases selected for further analysis.

ID YEAR AUTHOR JOURNAL
Theodore E. Zorn; Suzanne Grant; Alison International Journal of Voluntary and Nonprofit
Co1 (2013) N
Henderson Organizations
Theodore E. Zorn; Suzanne Grant; Alison International Journal of Voluntary and Nonprofit
Coz2 (2013) N
Henderson Organizations
Co (2013) Y. Connie Yuan; Xuan Zhao; Qinying Liao; Journal of the American Society for Information
3 3 Changyan Chi Science and Technology
Cog (2013) Wu He; Shenghua Zha; Ling Li International Journal of Information Management
Cos (2013) Lg:ﬁ?;i’sHuang; Jodo Baptista; Robert D. Information & Management
Co6 (2013) ‘g:ﬁ?gsHuang; Joéio Baptista; Robert D. Information & Management
Co7 (2013) Lg:ﬁ?;i’sHuang; Jodo Baptista; Robert D. Information & Management
Co8 (2013) Karin Viiyrynen; Riitta Hekkala; Tuula Liias; Journal of Organizational Computing and Electronic
Commerce
Co9 (2011) Dave Yates; Scott Paquette; International Journal of Information Management
Ci10 (2013) Stefan Hauptmann; Thomas Steger Zeitschrift fur Personalforschung
C11 (2013) Stefan Hauptmann; Thomas Steger Zeitschrift fur Personalforschung
C12 (2013) I’IX‘EStginella Martini; Silvia Massa; Stefania Information and Organization
C13 (2013) Hope Koch; Dorothy E. Leidner; Ester S. Information Systems Journal
Gonzalez
C14 (2011) P. Candace Deans MIS Quarterly Executive
C15 (2013) i:?;lenr;{)zrr; Gibbs; Nik Ahmad Rozaidi; Julia Journal of Computer-Mediated Communication
C16 (2010) Isuru Fernando The Learning Organization
C17 (2013) Alton Y.K Chua; Snehasish Banerjee Journal of Knowledge Management
C18 (2013) Kalpana Chauhan; Anandan Pillai Journal of Product & Brand Management
Ci9 (2013) Hala Annabi; Sean T. McGann Journal of Organizational Computing and Electronic
Commerce
Cz20 (2011) Jodi Liss Negotiation Journal
C21 (2013) Xin Zhong; Jiayi Lu Public Relations Review
C22 (2013) Tobias Denskus; Andrea S. Papan Development in Practice

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 4



Social Media as organizational memory consolidation mechanism

Theoretical foundation

In order to explore how the Social Media guide the attention of organizational actors and the development
of effective organizational memory, this literature review focused studies that address three central
themes — Social Media, Organizational Memory and the Attention-Based View of the Firm.

Information technologies as enhancers of knowledge: the Social Media

The Social Media is playing a growing role in the creation, dissemination and application of information,
supporting cooperation and the sharing of individual experience (Everson et al. 2013; Kietzmann et al.
2011; Yates and Paquette 2011; Yates et al. 2010). In the organizational context, Social Media seem to play
a particularly important and significant role in addressing organizational agents' attention, stimulate
collaboration and sharing of knowledge and experiences between individuals in the organization (Metter
et al. 2008; Yates and Paquette 2011; Yates et al. 2010).

A research conducted by Larker (2012) with representatives of top management such as CEOs, senior
executives and Board and Management members, has analyzed how the use of Social Media influenced
the practices and strategies of their organizations. According to the survey, the use of Social Media
represents a consistent medium of direct interaction, improving collaboration and communication in the
organization, both internally between members of the organization and externally with customers,
suppliers, shareholders and other stakeholders.

In addition, other advantages were listed such as: ability of the companies to collect market information
about stakeholders, competitors and industries; quick disclosure of the company, its products, services
and activities; source of information on how customers, employees, suppliers, shareholders, and others
see the company, its products, services and activities (Scott and Jacka 2011).

“Different initiatives emphasize different types of content collaboration and different types of content, be
it informative, creative or communicative” (Ala-Mutka 2008, p. 9). Social Media enable the creation,
modification, improvement or discussion of contents directed and developed according to own
organization's guidelines. Wikis, blogs, social networks, business networks and many other Social Media
are the most common examples of these highly popular collaborative applications and are of high impact
in organizations.

In a research conducted by (Anderson 2010), authors stressed the importance of these new collaborative
mechanisms for the organization and showed the role of Wikipedia, Blogs, micro blogs and social
networks — the current Social Media phenomena used in the organizational context — played in creation of
knowledge. The study identified significant benefits to the organization brought by Social Media, both for
business processes and decision-making. The paper concludes that Social Media effectively support
collaboration required for giving rise to several innovative business models that challenge the already
established organizations and generate value for organizations that know how to exploit them to their own
favor.

The Organizational Memory (OM)

Increasingly, organizations are aware that the knowledge generated over time is one of the key factors to
remain competitive on the market. However, most of this knowledge is not absorbed by the organization
because it is retained in the individuals or is lost over time (Meyer and Marion 2013).

The Organizational Memory (OM) allows this knowledge to be accumulated over time, distributed and
applied within the organization.

“Organizational Memory (OM) may be thought of as comprising stocks of data,
information, and knowledge (the memories) that have been accumulated by an
organization over its history. When an individual accesses OM, he performs an act of
interpretation on the memory(ies) that is(are) accessed and may or may not act on
it(them).” (Cegarra-Navarro and Sanchez-Polo 2011, p. 1).
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One of the earliest accepted models of organizational memory was proposed by (Walsh and Ungson 1991)
that, from a synthesis of several studies and past achievements, have viewed OM as the process of
obtaining, retaining and retrieving information, therefore bringing information from the past to be
applied in the present. This is a static conception of how knowledge is shared and focuses solely on the
information generated in the organization to enhance decision-making.

Therefore, it was proposed a functional view of OM in which the structure initially proposed by (Walsh
and Ungson 1991) evolved to include the continuous interactions between the members of the
organization, supported by artifacts that support the memory processes (Hofmann and Morgeson 1999).

In this approach, the OM involves all activities of the organization at all levels of influence, including
policies, standards, communication, culture, size, resources, technologies, giving rise to the organizational
identity (Assmann and Czaplicka 1995; Barnier et al. 2008; Coman et al. 2009; Halbwachs 1992; Hirst
and Manier 2008; Ricoeur 2004).

Despite the wide literature on OM, the scientific knowledge produced about organizational memory is
fragmented (Ackerman and Halverson 2004; Lehner and Maier 2000) without holistic methodological
tools to support managers in the diagnosis of OM (Casey and Olivera 2003; Nevo et al. 2008). To address
problem, a new model of OM is being developed at the University of Minho that uses the human memory
model — discussed in areas such as cognitive psychology and neuroscience — as a reference metaphor to
conceptualize how organizations retains knowledge in a distributed way in all organizational activities
(Ramos 2011). This model shows the OM as a distributed component and active in the organization,
which accumulates knowledge and facilitates its use in actions and decision-making in the organization.

To validate this model, the authors describe a set of theories that are organized according to the way that
knowledge is created and moves to integrate in the organization up to their institutionalization. These
theories, which are recognized by the high explanatory power and proven usefulness in various fields of
study, directly or indirectly, discuss knowledge as primary resource for organizations, seeking to
understand the organizational phenomena and trying to explain the processes that guide this trajectory of
knowledge.

In accordance with the purpose of this paper, Section 3.3 describes one of these theories, the Attention-
Based View of the Firm, which justifies the prospect that the behavior of individuals is directly related to
how organizations allocate, distribute and regulate their makers 'attention on a particular organizational
context.

The attention focus and its influence on the decision-making process

An abundance of information are placed daily for individuals in the organizations, leading to high levels of
attention deficit (Briggs 2004; Javadi et al. 2013; Vreede and Dickson 2000). Individuals can focus only
on a limited amount of information at each moment; thus mechanisms and strategies are needed that
allow the individuals' attention is guided to the most necessary and relevant information to the performed
activities and decisions.

The Attention-Based View of the Firm explains that the behavior of individuals in organizations is directly
related to how organizations allocate, distribute and regulate the attention of their decision-makers. “At
the level of individual cognition, attention processes focus the energy, effort, and mindfulness of
organizational decision-makers on a limited set of elements that enter into consciousness at any given
time.” (Ocasio 1997, p. 190).

In this sense, it is necessary that the decision makers focus their energy, effort and attention on a limited
number of aspects in order to achieve a sustained strategic performance. This energy and effort, because
they are limited resources, should be directed to aspects that are most relevant to ensure the success of
organizations (Ekelund and Réisidnen 2011; Gavetti et al. 2012; Javadi et al. 2013; Ocasio and Joseph
2008; Ocasio 1997, 1999; Sullivan 2010).

According to the theory, any decision has a focus, a context, and a structure constraint. Therefore, in order
to ensure success in their decisions, three factors must be taken into account when designing work
systems: (i) the focus of attention; (ii) the context in which the attention is aimed; and (iii) the
conditioning structure that involves this attention.
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The focus of attention is directly related to the interest of decision-makers. This interest will orientate
their attention to a particular set of issues and solutions determined by their decision environment. The
elements contained in this set of issues are related to the problems, opportunities and existing threats that
the decision-makers must focus their attention to make a decision. The solutions are sets of possible
actions and decisions to be taken in the organization; solutions may be proposals, projects, programs,
routines and procedures (Ocasio 1997). It is in this subset of issues and solutions that decision-makers
concentrate all their efforts, energy and attention, influencing directly their action.

This context in which the attention is intended is related to the decision-making environment to which
these individuals are. It is in this environment where decision-makers act, communicate, interact, and
take their decisions, that is, it is here where the decision-makers direct, intended and shape in a
structured way the attention in organizational scenario (Ocasio 1997). In this dimension there is a set of
rules; symbols; beliefs; environmental, social and cultural factors; artifacts; narratives and resources that
affect and shape the attention of the decision-makers. Therefore, it is in this step that evaluates the
communication both internally and externally, relationships and existing interactions, as well as the
involvement of the individual within the organizational scenario.

Finally, in order to ensure that the decision is effective and goals achieved, the theory defines that the
distribution of the decision-makers’ attention should be structured within the organization. Namely, this
factor focuses on the stable organizational structures that influence/guide the attention, including, for
example, actions, situations, communication channels, routines and procedures in the organization.

The importance of attention in decision-making and problem-solving has been noticed by scholars for
many years. Examples of this research include an analysis of how effective targeting of attention has led to
an institutional change in the chemical industry (Hoffman 1999); verification of how collaborative
participation brought more attention to the possibilities of formation of strategic alliances within the
organization (Rosenkopf and Nerkar 2001); the analysis of how attention to external events was shaped
by threats to the image and identity of the industry (Hoffman and Ocasio 2001); among others.

A common point of understanding among these studies is that attention is considered a valuable resource
for organizations and, like human and intellectual capital, it is a scarce resource that must be well
managed to ensure greater responsiveness to strategic issues (Davenport and Hall 2002; Ekelund and
Réisdnen 2011; Javadi et al. 2013; Sullivan 2010), innovative and technological capabilities front to
competitors (Eggers and Kaplan 2009; Kaplan 2008). Not only the individual but also the environment
and interactions between these individuals interfere in knowledge sharing within the organization and
this shaped the attention by the organization's structure, i.e. the formal structure, rules, culture, political
leadership and resources (Barnett 2008; Gavetti et al. 2012; Ocasio 1997, 1999).

Other studies such as (Levy 2005) where it was found that companies could be more prone to an
expansive strategy when they paid attention to various elements in their internal and external
environment; (Jacobides 2007) that studied how the effects of the labor division and the hierarchy in
organizational units changed the attention focus and direction of the actions and decisions in the
organization; (Marcel et al. 2011) that examined how cognitive guidance combined with environmental
stimuli shaped attention, interpretation and rapid response to competition in the air sector; and the
analysis reported in (Nigam and Ocasio 2010) to understand how the effective targeting of attention led to
changes in institutional logics.

These studies stress the current concern in analyzing how individuals' attention can bring benefits to the
organization. In general, the authors say that decision-makers are flooded by stimuli and concerns that
should be directed to all decisions and actions are carried out in the organization. Evidence of this can be
found in (Ekelund and Réisdnen 2011) where authors talk about the decisions that managers must make
and the major changes that occurred within the organization during times of crisis; or in (Javadi et al.
2013) where the authors point out the importance of this theory in the area of information systems (SI),
more specifically in the definition of the interface of electronic brainstorming.
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Case studies analysis and discussions

This section summarizes 22 selected cases analyzed in order to gather evidence for the role Social Media
may play in directing the decision-makers’ attention. To achieve this goal, the Attention-Based View of the
Firm was used as the theoretical lens to interpret the selected case studies.

In each case examined, the strategy underlying the adoption of Social Media and/or their actual use were
analyzed. In order to synthesize the findings, Appendix A shows a conceptual framework with the
organizational demographics, actions and/or strategies cited in the analyzed case studies, grouped the
light of Attention-Based view of the Firm theory.

It is worth mentioning that this reading of the papers is interpretive. Specifically, we seek to understand
how the attention devoted, located and structured, move in order to establish an environment conducive
to the creation and capture of knowledge in the organization.

Therefore, as a way of letting this research more clear and concise at the same time with the
conceptual/theoretical part, the following subsections advances come theoretical assumptions and used
the selected cases to discuss them.

Social Media as an enhancer of the focus of attention and a mechanism for the
creation, storage, dissemination and application of knowledge in the
organization

According to Ramos and Levine (2012), the way that organizations provide and distribute the necessary
attention to its employees helps organizations achieve maximum performance possible and with that,
meet the objectives and strategies of the organization. When using Social Media, organizations access to
new ways, mechanisms and strategies for individuals to direct their attention to the information necessary
to assist them in decision making.

This attention is better focused when the professionals feel engaged and involved in activities (To1) and
more than just directing their attention to the activities being performed they also tune and involve other
professionals in a active and integrated communication effort (To7), thus becoming more effective in the
sharing of ideas and experiences across the organizational setting required to effective decision-making.

In this way, the organization can not only perform better the usual activities but becomes more effective
in developing new solutions and experiences (To2, T12); For example, by producing descriptions of
decisions that are independent of a specific industry or position in the organization, therefore making
them easier to reuse in other situations in the organization (To4, T05); in recognition of the organization's
members for their decision taken through comments, compliments and suggestions (To6, T0o9); and in a
greater confidence of the organization's members for their actions and decisions taken (To1, To7).

Social Media as an effective facilitator mechanisms for organizational
communication and for guiding attention to the environmental aspects regarded
as relevant for the success of organization

Beyond the strategies and actions that stimulate the focus of attention in organizations, it is important to
understand the environment and context that situate this attention. Attention is always situated and
understanding the local influences on attention is essential to be able to create the circumstances for
effective decision-making.

To provide an effective transmission of knowledge in the organization, a set of rules and factors in the
organization must be directly aligned to an open and collaborative movement provided by Social Media
(T10). To achieve this movement, the knowledge generated can be transmitted throughout the
organization and can be reused in order to bring better benefits to both the individual and the
organization itself.

Thus, content transformations, suggestions, comments created by Social Media can be used as knowledge
to the organization itself (T12); to the generation of behavioral changes as much external as internal
organization (T10); to information sharing and exchange of experiences, regardless of hierarchical
position of the organization (T03); to even on its offer of targeted and specialized services to the needs of
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its customers (To2, T14). All this makes it clear that the stimuli generated by the organization associated
with the Social Media allow connecting people and sharing experiences, ideas and practices throughout
the organization, facilitating the perception and collective action needed to solve problems, make
decisions and take advantage of opportunities.

Social Media as effective mechanisms of institutionalization of experiences and
meanings in stable structures that the effective distribution of attention in the
organization

Given the support to collaboration that Social Media typically provide by enabling integrated
communication and sharing of content, the attention of individuals in the organization can be extended
and guided to encompass a wider variety of possibilities as well as of communication and knowledge
sharing alternatives within organizational values and strategies.

Improved organizational flexibility requires changing the structures of attention (T11); extend the scope,
the depth and variety of use of Social Media by individuals of this organization (T10); integrate and embed
Social Media into organizational processes using them on a daily basis the organization (T13); generate
greater breadth of issues and solutions to decision-makers (To7, To8, 3q09); reduce communication
barriers (Tos); flatten hierarchies (To4, Tos) or even change hierarchical responsibility in the
organization (To1, T14).

With the Social Media integrated, the organization can direct the attention of individuals effectively by the
organization; further stimulate the use of Social Media; ensure the involvement of all members of the
organization or sector-independent hierarchical level (To4); and consolidating independent business
units (T12, T13). All this to allow a common environment of sharing experiences, decisions and activities
held in the organization; ensure better dissemination and access of information (To7); and to generate an
effective flow of knowledge in the organization.

Social Media as favoring the situation and structured distribution of attention in
developing effective organizational memory

To provide an organizational environment conducive to interaction and the sharing of knowledge, it is
necessary that the focus, the situation and the distribution of attention of individuals are aligned with the
mechanisms, strategies and procedures of the organization. This alignment will provide a collaborative
environment making the whole process of creation, storage, and dissemination of knowledge in the
organization increasingly effective over time.

Therefore, the experience gained in a particular environment/sector/organization unit becomes part of
the organizational memory in order to be used by other sectors and units of the organization, increasing
and making organizational learning more effective (To7).

Once this knowledge is made available through channels of communication - in particular, the Social
Media —, and distributed to all members of the organization, there is the possibility of using this
accumulated knowledge to draw new strategies and solutions to long time perceived problems (T12).

This accumulated knowledge is the ground over which new knowledge is then generated (T10), that will
guide new actions and decisions to be taken by the organization (To8). All this knowledge being created,
stored and disseminated over time in the organization ensures improved organizational performance by
empower individuals building new sources of knowledge relevant to face new challenges (T07), and to be
used to inform innovative actions and decisions.

Conclusion

This paper examined how Social Media can be used to guide the focus, the context and the distribution of
attention in the organization in order to promote the creation, storage, dissemination and application of
knowledge in the organization. For this, an analysis was made of 22 selected case studies in the literature
that examine the use of Social Media in organizations. These case studies were studied from the
theoretical lens provided by the Attention-Based view of the Firm.
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The case analysis reported in this paper shows that Social Media can play an important role in guiding the
attention of organizational actors to the aspects they feel relevant and also highlighting unexpected issues
that would pass unnoticed. The first contribution of this study is to provide an initial view of cases in the
literature that address the use of Social Media in organizations, in particular regarding specific insights on
the role Social Media play in guiding the attention of decision-makers and for the effective development of
organizational memory.

The second contribution of this study was to list a few theoretical assumptions generated from the results
of this analysis of Social Media with the central concepts of this investigation that serve to list a few deep
points of analysis that can be explored and studied in further work in order to explore how this
relationship between theory and practice allow bring benefits to the area of knowledge in studying the
case, the information systems.

In order to understand the role of Social Media in the construction of the organizational memory, it is not
enough to use secondary sources of evidence like case studies performed by other researchers doing
research with different goals. However, despite this limitation, the exploratory nature of the analysis
already provided the evidence for this role and for the value of the ABV theory as the research lens.

This study comes as a starting point to show the need to identify the main challenges that organizations
may face decisions that they should take, while the adoption and use of Social Media as a new channel of
communication in the organization. Several other theories are related to this process of trajectory of
knowledge and organizational memory. We want, in future work, present other theories, analyses them
and relates them with the organizational memory and relate the importance of these concepts and
procedures in the organizational context.

Acknowledgements

This work has been supported by CAPES Foundation, Ministry of Education of Brazil and by FCT -
Foundation for Science and Technology within the Project Scope UID/CEC/00319/2013.

References

Abecker, A., Bernardi, A., Hinkelmann, K., Kiihn, O., and Sintek, M. 1998. “Toward a technology for
organizational memories,” IEEE Intelligent Systems, pp. 40—48 (available at
http://ieeexplore.ieee.org/xpls/abs_all.jsp?arnumber=683209).

Ackerman, M. S. 1994. “Augmenting organizational memory: a field study of answer garden,” in
Proceedings of the ACM Conference on Computer-Supported Cooperative Work, CSCW-94, pp.
243-252 (available at http://dl.acm.org/citation.cfm?id=290159.290160).

Ackerman, M. S., and Halverson, C. 2004. “Organizational Memory as Objects, Processes, and
Trajectories: An Examination of Organizational Memory in Use,” Computer Supported Cooperative
Work (CSCW) (13:2), pp. 155—189 (doi: 10.1023/B:COSU.0000045805.77534.2a).

Ala-Mutka, K. 2008. “Social computing: Study on the use and impacts of collaborative content,” No. EUR
23572 EN, IPTS Exploratory Research on Social Computing. JRC ..., Seville, Spain.

Alavi, M., and Leidner, D. 2001. “Review: Knowledge management and knowledge management systems:
Conceptual foundations and research issues,” MIS quarterly (25:1), pp. 107—136 (available at
http://www jstor.org/stable/10.2307/3250961).

Allahawiah, S., Al-Mobaideen, H., and Nawaiseh, K. Al. 2012. “The Impact of Information Technology on
Knowledge Management Processes - An Empirical Study in the Arab Potash Company,”
International Business Research (6:1), pp. 235—252 (doi: 10.5539/ibr.vbn1p235).

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 10



Social Media as organizational memory consolidation mechanism

Anderson, E. 2010. Social Media Marketing: game theory and the emergence of collaboration,
Heidelberg, Germany: Springer.

Annabi, H., and McGann, S. T. 2013. “Social Media as the Missing Link: Connecting Communities of
Practice to Business Strategy,” Journal of Organizational Computing and Electronic Commerce
(23:1-2), pp. 56—83 (doi: 10.1080/10919392.2013.748608).

Assmann, J., and Czaplicka, J. 1995. “Collective memory and cultural identity,” New German Critique,
pp. 125—133 (available at http://www.jstor.org/stable/10.2307/488538).

Balayeva, J., and Quan-Haase, A. 2009. “Virtual office hours as cyberinfrastructure: The case study of
instant messaging,” Learning Inquiry (3:3), pp. 115—130 (doi: 10.1007/s11519-009-0047-7).

Barnett, M. L. 2008. “An Attention-based View of Real Options Reasoning,” The Academy of
Management Review (33:3), pp. 606—628.

Barnier, A. J., Sutton, J., Harris, C. B., and Wilson, R. A. 2008. “A Conceptual and Empirical Framework
for the Social Distribution of Cognition: The Case of Memory,” Cognitive Systems Research (9:1),
pp. 33-51.

Berkovich, I. 2011. “No we won’t! Teachers' resistance to educational reform,” Journal of Educational
Administration (49:5), pp- 563—578 (doi: 10.1108/09578231111159548).

Bernardo, T. M., Rajic, A., Young, I., Robiadek, K., Pham, M. T., and Funk, J. A. 2013. “Scoping review on
search queries and social media for disease surveillance: A chronology of innovation,” Journal of
Medical Internet Research (15:7) (doi: 10.2196/jmir.2740).

Betton, V., and Tomlinson, V. 2013. “Social media can help in recovery - But are mental health
practitioners up to speed?,” Mental Health and Social Inclusion (17:4), pp. 215—219 (doi:
10.1108/MHSI-06-2013-0021).

Bohringer, M., Richter, A., and Koch, M. 2009. “Awareness 2.0 - Ein Anwenderbeispiel von
Microblogging im Unternehmen,” Information Wissenschaft & Praxis (60), pp. 275—279 (available
at http://b-i-t-online.de/pdf/iwp/IWP2009-4.pdf#page=27).

Briggs, R. O. 2004. “On Theory-Driven Design of Collaboration Technology and Process,” in Groupware:
Design, Implementation, and UseG.-J. de Vreede, L. A. Guerrero, and G. M. Raventos (eds.), Berlin:
Springer-Verlag Berlin Heidelberg, pp. 1—15 (available at
http://link.springer.com/chapter/10.1007/978-3-540-30112-7_1).

Bughin, J., Byers, A. H., and Chui, M. 2011. “How social technologies are extending the organization,”
McKinsey Quarterly, pp. 1—10 (available at http://bhivegroup.com.au/wp-
content/uploads/socialtechnology.pdf).

Bygstad, B., and Presthus, W. 2013. “Social media as CRM? how two airline companies used facebook
during the ‘ash crisis’ in 2010,” Scandinavian Journal of Information Systems (25:1), pp. 51—71
(available at http://www.scopus.com/inward/record.url?eid=2-s2.0-
84883379936&partnerID=40&mds=e2ffof842bas4541a3fa85aedebc84fb).

Cai, K., Spangler, S., Chen, Y., and Zhang, L. 2008. “Leveraging sentiment analysis for topic detection,”
Web Intelligence and Intelligent Agent Technology, pp. 265—271 (doi: 10.3233/WIA-2010-0192).

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 11



Social Media as organizational memory consolidation mechanism

Candance Deans, P. 2011. “The impact of social media on C-level roles,” MIS Quarterly Executive (10:4),
pp. 187—200 (available at http://misqe.org/ojs2/index.php/misqe/article/view/400&lt;/ee&gt;).

Casey, A., and Olivera, F. 2003. “Learning from the past: A review of the organizational memory
literature,” in The proceedings of Organizational Learning and Knowledge, 5th International
Conference, Lancaster University, pp. 1—27 (available at
http://wwwz2.warwick.ac.uk/fac/soc/wbs/conf/olke/archive/olks/papers/paper8.pdf).

Cegarra-Navarro, J.-G., and Sanchez-Polo, M. T. 2011. “Influence of the open-mindedness culture on
organizational memory: an empirical investigation of Spanish SMEs,” The International Journal of
Human Resource Management (22:1), pp. 1-18 (doi: 10.1080/09585192.2011.538963).

Chang, D. R., and Cho, H. 2008. “Organizational memory influences new product success,” Journal of
Business Research (61:1), pp. 13—23 (doi: 10.1016/j.jbusres.2006.05.005).

Chauhan, K., and Pillai, A. 2013. “Role of content strategy in social media brand communities: A case of
higher education institutes in India,” Journal of Product and Brand Management (22:1), pp. 40—51
(doi: 10.1108/10610421311298687).

Chua, A. Y. K., and Banerjee, S. 2013. “Customer knowledge management via social media: The case of
Starbucks,” Journal of Knowledge Management (17:2), pp. 237—249 (doi:
10.1108/13673271311315196).

Coman, A., Brown, A. D., Koppel, J., and Hirst, W. 2009. “Collective Memory from a Psychological
Perspective,” International Journal of Politics, Culture, and Society, pp. 125—141 (doi:
10.1007/810767-009-9057-9).

Culnan, M. J., McHugh, P. J., and Zubillaga, J. I. 2010. “How large U.S. companies can use twitter and
other social media to gain business value,” MIS Quarterly Executive (9:4), pp. 243—259 (available at
http://www.scopus.com/inward/record.url?eid=2-s2.0-
79956104637&partnerID=40&md5=c8df9129213759052b8ee120dfa1d886).

Davenport, E., and Hall, H. 2002. “Organizational Knowledge and Communities of Practice,” Annual
Review of Information Science and Technology (36:1), pp. 170—227.

Denskus, T., and Papan, A. S. 2013. “Reflexive engagements: The international development blogging
evolution and its challenges [Engagements basés sur la réflexion: L’évolution des blogs consacrés au
développement international et les défis qu'elle présente],” Development in Practice (23:4), pp-
455—467 (doi: 10.1080/09614524.2013.790940).

Dorasamy, M., Raman, M., and Kaliannan, M. 2013. “Knowledge management systems in support of
disasters management : A two decade review,” Technological Forecasting & Social Change, p. 20
(doi: http://dx.doi.org/10.1016/j.techfore.2012.12.008).

Duane, A., and Finnegan, P. 2003. “Managing empowerment and control in an intranet environment,”
Information Systems Journal (12), pp. 133—158 (available at
http://onlinelibrary.wiley.com/doi/10.1046/j.1365-2575.2003.00148.x/full).

Eggers, J. P., and Kaplan, S. 2009. “Cognition and renewal: Comparing CEO and organizational effects on
incumbent adaptation to technical change,” Organization Science (20:2), pp. 461—477.

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 12



Social Media as organizational memory consolidation mechanism

Ekelund, L., and Riisénen, C. 2011. “Re-organizing for Innovation: Top Management Attention as a
Driver of Strategic Renewal,” in Internacional Society for Professional Innovation Management
Symposium, XXII ISPIM’2011.

Everson, M., Gundlach, E., and Miller, J. 2013. “Social media and the introductory statistics course,”
Computers in Human Behavior (29:5), Elsevier Ltd, pp. A69—A81 (doi: 10.1016/j.chb.2012.12.033).

Fernando, I. 2010. “Community creation by means of a social media paradigm,” The Learning
Organization (17:6), pp. 500—514 (doi: 10.1108/09696471011082367).

Fournier, S., and Avery, J. 2011. “The uninvited brand,” Business Horizons (54:3), “Kelley School of
Business, Indiana University,” pp. 193—207 (doi: 10.1016/j.bushor.2011.01.001).

Gavetti, G., Greve, H. R., Levinthal, D. A., and Ocasio, W. 2012. “The behavioral theory of the firm:
assessment and prospects,” The Academy of Management Annals (6:1), pp. 1—40 (doi:
http://dx.doi.org/10.1080/19416520.2012.656841).

Gibbs, J. L., Rozaidi, N. A., and Eisenberg, J. 2013. “Overcoming the ‘Ideology of Openness’: Probing the
affordances of social media for organizational knowledge sharing,” Journal of Computer-Mediated
Communication (19:1), pp. 102—120 (doi: 10.1111/jcc4.12034).

Gupta, A., Tyagi, M., and Sharma, D. 2013. “Use of Social Media Marketing in Healthcare,” Journal of
Health Management (15:2), pp. 293—302 (doi: 10.1177/0972063413489058).

Halbwachs, M. 1992. On Collective Memory, Chicago: University of Chicago Press.

Hamid, N. A. A., and Salim, J. 2010. “Exploring the role of transactive memory system (TMS) for
knowledge transfer processes in Malaysia E-government IT outsourcing,” in International
Conference on Information Retrieval & Knowledge Management, CAMP’2010, leee, March, pp.
303-309 (doi: 10.1109/INFRKM.2010.5466896).

Hanna, R., Rohm, A., and Crittenden, V. L. 2011. “We’re all connected: The power of the social media
ecosystem,” Business Horizons (54:3), pp. 265—273 (doi: 10.1016/j.bushor.2011.01.007).

Hargreaves, T. 2011. “Pro-environmental interaction: Engaging Goffman on pro-environmental behaviour
change,” Working Paper - Centre for Social and Economic Research on the Global Environment (1),
pp. 1—20 (available at http://www.scopus.com/inward/record.url?eid=2-s2.0-
84858025919&partnerID=40&md5=1464ab82c8f59cbe9g584653abgg63a2c).

Hatakka, M., Andersson, A., and Gronlund, A. 2013. “Students’ use of one to one laptops: A capability
approach analysis,” Information Technology and People (26:1), pp. 94—112 (doi:
10.1108/09593841311307169).

Hauptmann, S., and Steger, T. 2013. “‘A brave new (Digital) world’? Effects of in-house social media on
HRM [‘A brave new (Digital) world’? Konsequenzen von in-house Social Media fiir das
Personalmanagement],” Zeitschrift fur Personalforschung (27:1), pp. 26—46 (doi: 10.1688/1862-
0000_ZfP_2013_01_Hauptmann).

He, W, Zha, S., and Li, L. 2013. “Social media competitive analysis and text mining: A case study in the
pizza industry,” International Journal of Information Management (33:3), pp. 464—472 (doi:
10.1016/j.ijinfomgt.2013.01.001).

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 13



Social Media as organizational memory consolidation mechanism

Hirst, W., and Manier, D. 2008. “Towards a psychology of collective memory,” Memory (16:3), pp. 183—
200.

Hoffman, A. J. 1999. “Institutional evolution and change: Environmentalism and the U.S. chemical
industry,” Academy of Management Journal (42:4), pp. 351—371.

Hoffman, A. J., and Ocasio, W. 2001. “Not all events are attended equally: Toward a middle-range theory
of industry attention to external events,” Organization Science (12:4), pp. 414—434.

Hofmann, D. A., and Morgeson, F. P. 1999. “Safety-related behavior as a social exchange: The role of
perceived organizational support and leader-member exchange,” Journal of applied psychology
(84:2), pp. 286—296.

Holmberg, T. 2013. “Trans-species urban politics: Stories from a beach,” Space and Culture (16:1), pp.
28—42 (doi: 10.1177/1206331212452365).

Hopkins, J. L. 2012. “Can Facebook be an effective mechanism for generating growth and value in small
businesses?,” Journal of Systems and Information Technology (14:2), pp. 131—141 (doi:
10.1108/13287261211232153).

Huang, J., Baptista, J., and Galliers, R. D. 2013. “Reconceptualizing rhetorical practices in organizations:
The impact of social media on internal communications,” Information & Management (50:2-3), pp.
112-124 (doi: 10.1016/j.im.2012.11.003).

Hvass, K. A. 2013. “Tourism social media and crisis communication: An erupting trend,” Tourism Social
Science Series (18), Emerald Group Publishing Ltd., pp. 177—191 (doi: 10.1108/S1571-
5043(2013)0000018012).

Jackson, A., Yates, J., and Orlikowski, W. 2007. “Corporate Blogging : Building community through
persistent digital talk,” in 40th Hawaii International Conference on System Sciences, pp. 1-10.

Jacobides, M. G. 2007. “The Inherent Limits of Organizational Structure and the Unfulfilled Role of
Hierarchy: Lessons from a Near-War,” Organization Science (18:3), pp. 455—477 (doi:
10.1287/0rs¢.1070.0278).

Javadi, E., Mahoney, J., and Gebauer, J. 2013. “The impact of user interface design on idea integration in
electronic brainstorming: an attention-based view,” Journal of the Association For Information
Systems (14:1), pp. 1—21 (available at https://www.ideals.illinois.edu/handle/2142/29450).

Kaplan, A. M., and Haenlein, M. 2010. “Users of the world, unite! The challenges and opportunities of
Social Media,” Business Horizons (53:1), pp. 59—68 (doi: 10.1016/j.bushor.2009.09.003).

Kaplan, S. 2008. “Cognition, capabilities, and incentives: assessing firm response to the fiber-optic
revolution,” Academy of Management Journal (51:4), pp. 672—695 (available at
http://amj.aom.org/content/51/4/672.short).

Kietzmann, J. H., Hermkens, K., McCarthy, I. P., and Silvestre, B. S. 2011. “Social media? Get serious!
Understanding the functional building blocks of social media,” Business Horizons (54:3), “Kelley
School of Business, Indiana University,” pp. 241—251 (doi: 10.1016/j.bushor.2011.01.005).

Kim, N., Im, S., and Slater, S. F. 2013. “Impact of Knowledge Type and Strategic Orientation on New
Product Creativity and Advantage in High-Technology Firms,” Journal of Product Innovation
Management (30:1), pp. 136—153 (doi: 10.1111/j.1540-5885.2012.00992.%).

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 14



Social Media as organizational memory consolidation mechanism

King, K. P. 2011. “Professional learning in unlikely spaces: Social media and virtual communities as
professional development,” International Journal of Emerging Technologies in Learning (6:4), pp.
40—46 (doi: 10.3991/ijet.v6i4.1765).

Koch, H., Leidner, D. E., and Gonzalez, E. S. 2013. “Digitally enabling social networks: Resolving IT-
culture conflict,” Information Systems Journal (23:6), pp. 501—523 (doi: 10.1111/isj.12020).

Kohler, T., Fueller, J., Matzler, K., and Stieger, D. 2011. “Co-Creation in Virtual Worlds: The Design of the
User Experience,” MIS quarterly (35:3), pp. 773—788 (available at
http://www.researchgate.net/publication/220260164_Co-
Creation_in_Virtual_Worlds_The_Design_of_the_User_Experience/file/d912f50bc60cd477d2.pdf
).

Lantz-Andersson, A., Vigmo, S., and Bowen, R. 2013. “Crossing boundaries in Facebook: Students’
framing of language learning activities as extended spaces,” International Journal of Computer-
Supported Collaborative Learning (8:3), pp. 293—312 (doi: 10.1007/s11412-013-9177-0).

Larcker, D. F., Larcker, S. M., and Tayan, B. 2012. “What do corporate directors and senior managers
know about Social Media?,” The Conference Board. Trusted Insights for Business Worldwide
(October), p. 15.

LaRue, E. M. 2012. “Using Facebook as course management software: A case study,” Teaching and
Learning in Nursing (7:1), pp- 17—22 (doi: 10.1016/j.teln.2011.07.004).

Lehner, F., and Maier, R. K. 2000. “How can organizational memory theories contribute to organizational
memory systems?,” Information Systems Frontiers (2:3/4), pp. 277—298 (available at
http://www.springerlink.com/index/MU78208832505661.pdf).

Levy, O. 2005. “The influence of top management team attention patterns on global strategic posture of
firms,” Journal of Organizational Behavior (26:7), pp. 797—819 (doi: 10.1002/j0ob.340).

Liss, J. 2011. “Negotiating the Marcellus: The Role of Information in Building Trust in Extractive Deals,”
Negotiation Journal (27:4), pp. 419—446 (doi: 10.1111/j.1571-9979.2011.00317.X).

Luoma-aho, V., Tirkkonen, P., and Vos, M. 2013. “Monitoring the issue arenas of the swine-flu
discussion,” Journal of Communication Management (17:3), pp. 239—251 (doi: 10.1108/JCOM-11-
2010-0069).

Mackness, J., Waite, M., Roberts, G., and Lovegrove, E. 2013. “Learning in a small, task-oriented,
connectivist MOOC: Pedagogical issues and implications for higher education,” International
Review of Research in Open and Distance Learning (14:4), pp. 140—159 (available at
http://www.scopus.com/inward/record.url?eid=2-s2.0-
84885340422&partnerID=40&md5=96d4ae02f2526f2fceb5231a32¢c7d250).

Marecel, J. J., Barr, P. S., and Duhaime, I. M. 2011. “The influence of executive cognition on competitive
dynamics,” Strategic Management Journal (32), pp. 115—138 (doi: 10.1002/smj).

Martini, A., Massa, S., and Testa, S. 2013. “The firm, the platform and the customer: A ‘double mangle’
interpretation of social media for innovation,” Information and Organization (23:3), pp. 198—213
(doi: 10.1016/j.infoandorg.2013.07.001).

Martyn, H., and Gallant, L. M. 2012. “Over 50 and wired: Web-based stakeholder communication,” First
Monday (17:6) (available at http://www.scopus.com/inward/record.url?eid=2-s2.0-
84867302584&partnerID=40&md5=1fb4f837988393b72fac0459a60527217).

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 15



Social Media as organizational memory consolidation mechanism

McAfee, A. P. 2006. “Enterprise 2.0: The dawn of emergent collaboration,” MIT Sloan Management
Review (47:3), pp. 20—29 (available at http://dialnet.unirioja.es/servlet/articulo?codigo=1960088).

McCaughey, D., and Bruning, N. S. 2010. “Rationality versus reality: the challenges of evidence-based
decision making for health policy makers.,” Implementation science : IS (5), p. 39 (doi:
10.1186/1748-5908-5-39).

Menkhoff, T., and Bengtsson, M. L. 2012. “Engaging students in higher education through mobile
learning: Lessons learnt in a Chinese entrepreneurship course,” Educational Research for Policy
and Practice (11:3), pp. 225—242 (doi: 10.1007/s10671-011-9123-8).

Metter, E., Gyster, V., Lamson, R., and Perrin, T. 2008. “Enterprise 2.0 and HR: realizing the potential,”
International Human Resource Information Management Journal (12:5), pp. 3—8 (available at
http://scholar.google.com/scholar?hl=en&btnG=Search&q=intitle:Enterprise+2.0+and+HR:+Reali
zing+the+Potential#0).

Meyer, M. H., and Marion, T. J. 2013. “Preserving the integrity of knowledge and information in R&D,”
Business Horizons (56:1), pp. 51—61 (doi: 10.1016/j.bushor.2012.09.003).

Mitra, S., and Padman, R. 2012. “Privacy and security concerns in adopting social media for personal
health management: A health plan case study,” Journal of Cases on Information Technology (14:4),
pp. 12—26 (doi: 10.4018/jcit.2012100102).

Ni&kki, P., Back, A., Ropponen, T., Kronqvist, J., Hintikka, K. A., Harju, A., Poyhtéri, R., and Kola, P. 2011.
“Social media for citizen participation report on the somus project,” VIT Publications (755), pp. 1—
131 (available at http://www.scopus.com/inward/record.url?eid=2-s2.0-
80054924029&partnerID=40&md5=27750ac781fdc4b2ca282b721fe42800).

Néndez, G., and Borrego, A. 2013. “Use of social networks for academic purposes: A case study,”
Electronic Library (31:6), pp. 781-791 (doi: 10.1108/EL-03-2012-0031).

Neiger, B. L., Thackeray, R., Burton, S. H., Giraud-Carrier, C. G., and Fagen, M. C. 2013. “Evaluating
Social Media’s Capacity to Develop Engaged Audiences in Health Promotion Settings: Use of Twitter
Metrics as a Case Study,” Health Promotion Practice (14:2), pp. 157—162 (doi:
10.1177/1524839912469378).

Nevo, D., Furneaux, B., and Wand, Y. 2008. “Towards an evolution framework for knowledge
management systems,” Information Technology Management (9:4), pp. 233—249.

Nigam, A., and Ocasio, W. 2010. “Event attention, environmental sensemaking, and change in
institutional logics: An inductive analysis of the effects of public attention to Clinton’s health care
reform initiative,” Organization Science (21:4), pp. 823—841.

O’Shea, M., and Alonso, A. D. 2011. “Opportunity or obstacle? A preliminary study of professional sport
organisations in the age of social media,” International Journal of Sport Management and
Marketing (10:3-4), pp. 196—212 (doi: 10.1504/IJSMM.2011.044790).

O’Shea, M., and Alonso, A. D. 2013. “Fan moderation of professional sports organisations’ social media
content: Strategic brilliance or pending disaster?,” International Journal of Web Based
Communities (9:4), pp- 554—570 (doi: 10.1504/IJWBC.2013.057219).

Ocasio, W. 1997. “Towards an attention-based view of the firm,” Strategic Management Journal
(18:Summer Special), pp. 187—206 (available at

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 16



Social Media as organizational memory consolidation mechanism

http://onlinelibrary.wiley.com/doi/10.1002/(SICI)1097-0266(199707)18:1+%3C187::AID-
SMJ936%3E3.0.CO;2-K/abstract).

Ocasio, W. 1999. “Institutionalized Action and Corporate Governance: The Reliance on Rules of CEO
Succession,” Administrative Science Quarterly (44), pp. 384—416 (doi: 10.2307/2667000).

Ocasio, W., and Joseph, J. 2008. “Rise and Fall - or Transformation? The evolution of strategic planning
at the general eletric company, 1940-2006,” Long Range Planning (41:3), pp. 248—272 (doi:
10.1016/j.Irp.2008.02.010).

Olivera, F. 2000. “Memory systems in organizations: an empirical investigation of mechanisms for
knowledge collection, storage and access,” Journal of Management Studies (37:6), pp. 811-832
(available at http://onlinelibrary.wiley.com/doi/10.1111/1467-6486.00205/full).

Potter, J., and Banaji, S. 2012. “Social media and self-curatorship: Reflections on identity and pedagogy
through blogging on a masters module,” Comunicar (19:38), pp. 83—91 (doi: 10.3916/C38-2012-02-
09).

Ramos, I. 2011. “Organizational memory : a neuroscience-based comprehensive model,” in Proceedings of
the 7th Organization Science Winter Conference (OSWC-XVII) on Organizational Memory,
Colorado, USA, pp. 1-5.

Ramos, 1., and Levine, L. 2012. “Organizational Memory : a preliminary model based on insights from
neuroscience,” in Gmunden Retreat on NeurolS 2012 Proceedings, Gmunden, Austria.

Ricoeur, P. 2004. Memory, History, Forgetting, Chicago: University of Chicago Press.

Rosenkopf, L., and Nerkar, A. 2001. “Beyond Local Search: Boundary-Spanning, Exploration, and Impact
in the Optical Disk Industry,” Strategic Management Journal (22), pp. 287-306 (doi:
10.1002/SMJ.160).

Rowlinson, M., Booth, C., Clark, P., Delahaye, A., and Procter, S. 2010. “Social Remembering and
Organizational Memory,” Organization Studies (31:1), pp. 69—87.

Schejter, A. M., and Tirosh, N. 2012. “Social Media New and Old in the Al-’Arakeeb Conflict: A Case
Study,” Information Society (28:5), pp. 304—315 (doi: 10.1080/01972243.2012.708711).

Schwarz, A. 2012. “How publics use social media to respond to blame games in crisis communication: The
Love Parade tragedy in Duisburg 2010,” Public Relations Review (38:3), pp. 430—437 (doi:
10.1016/j.pubrev.2012.01.009).

Scott, P. R., and Jacka, J. M. 2011. Auditing Social Media: A Governance and Risk Guide, Hoboken, New
Jersey: John Wiley & Sons, Inc. (available at
http://books.google.com/books?hl=en&lr=&id=6ymUej505x0C&o0i=fnd&pg=PR11&dq=Auditing+S
ocial+Media:+a+governance+and+risk+guide&ots=wobty714tf&sig=byTqQx2gnGZr4lt4wpqLKVM
8ADK).

Segaard, S. . B., and Nielsen, J. A. 2013. “Local election blogs: Networking among the political elite,”
Information Polity (18:4), pp. 299—313 (doi: 10.3233/IP-130314).

Shirazi, F. 2013. “Social media and the social movements in the Middle East and North Africa: A critical

discourse analysis,” Information Technology and People (26:1), pp. 28—49 (doi:
10.1108/09593841311307123).

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 17



Social Media as organizational memory consolidation mechanism

Smith, S., and Harwood, P. 2011. “Social media and its impact on employers and trade unions,”
Employment Relations Comment.

Stein, E. W., and Zwass, V. 1995. “Actualizing Organizational Memory with Information Systems,”
Information Systems Research (6:2), pp. 85—117.

Stocker, A., and Mayer, H. 2012. “Unternehmen und soziale Medien — wie passt das zusammen?
[Enterprises and social media - How to get this to work?],” Elektrotechnik & Informationstechnik
(129:2), pp. 72—75 (doi: 10.1007/s00502-012-0076-2).

Sullivan, B. N. 2010. “Competition and Beyond: Problems and Attention Allocation in the Organizational
Rulemaking Process,” Organization Science (21:2), pp. 432—450.

Sykora, M. 2011. “Web 2.0: Common uses and potential applications: An interdisciplinary study of social
media with case studies of applications and some methodology improvements,” International
Journal of Interdisciplinary Social Sciences (5:10), pp. 411—450 (available at
http://www.scopus.com/inward/record.url?eid=2-s2.0-
79961224396&partnerID=40&mds=ed330c73e2575f36b71680e96b4d11f8).

Toulabi, Z., Dehghani, M., and Taha, H. R. Al. 2012. “A Survey of the Relationship between Organizational
Memory and Organizational Learning in Public Organizations of Kerman,” International Business
Research (6:1), pp. 90—96 (doi: 10.5539/ibr.vén1pgo).

Tufekci, Z. 2013. “Not This One’: Social Movements, the Attention Economy, and Microcelebrity
Networked Activism,” American Behavioral Scientist (57:7), pp. 848—870 (doi:

10.1177/0002764213479369).

Unsworth, K., and Townes, A. 2012. “Social media and E-Government: A case study assessing Twitter use
in the implementation of the open government directive,” Proceedings of the American Society for
Information Science and Technology (49:1), pp. 1-3 (doi: 10.1002/meet.14504901298).

Vayrynen, K., Hekkala, R., and Liias, T. 2013. “Knowledge Protection Challenges of Social Media
Encountered by Organizations,” Journal of Organizational Computing and Electronic Commerce
(23:1-2), pp. 34—55 (doi: 10.1080/10919392.2013.748607).

Vicari, S. 2013. “Public reasoning around social contention: A case study of Twitter use in the Italian
mobilization for global change,” Current Sociology (61:4), pp. 474—490 (doi:
10.1177/0011392113479747).

Vreede, G.-J. de, and Dickson, G. W. 2000. “Using GSS to design organizational processes and
information systems: An action research study on collaborative business engineering,” Group
Decision and Negotiation (9:2000), pp. 161—183 (available at
http://link.springer.com/article/10.1023/A:1008758806144).

Walsh, J. P., and Ungson, G. R. 1991. “Organizational memory,” Academy of management review (16:1),
pPp. 57—-91 (available at http://www.jstor.org/stable/10.2307/258607).

Wang, C. L., and Ahmed, P. K. 2003. “Organisational memory, knowledge sharing, learning and
innovation: an integrated model,” No. WP006/03, (Vol. 44), Telford, Shropshire (available at
http://www.wlv.ac.uk/pdf/uwbs_wp006-03 wang ahmed.pdf).

Wikstrom, P., and Ellonen, H.-K. 2012. “The impact of social media features on print media firms’ online
business models,” Journal of Media Business Studies (9:3), pp. 63—80 (available at

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 18



Social Media as organizational memory consolidation mechanism

http://www.scopus.com/inward/record.url?eid=2-s2.0-
84867533074&partnerID=40&mds5=3bccqfefsade2f57e0119edd8od2dd46).

Wolfsfeld, G., Segev, E., and Sheafer, T. 2013. “Social Media and the Arab Spring: Politics Comes First,”
International Journal of Press/Politics (18:2), pp. 115—137 (doi: 10.1177/1940161212471716).

Yates, D., and Paquette, S. 2011. “Emergency knowledge management and social media technologies: A
case study of the 2010 Haitian earthquake,” International Journal of Information Management
(31:1), Elsevier Ltd, pp. 6—13 (doi: 10.1016/j.ijinfomgt.2010.10.001).

Yates, D., Wagner, C., and Majchrzak, A. 2010. “Factors affecting shapers of organizational wikis,”
Journal of the American Society for Information Science and Technology (61:3), pp. 543—554 (doi:
10.1002/asi).

Yuan, Y. C., Zhao, X., Liao, Q., and Chi, C. 2013. “The use of different information and communication
technologies to support knowledge sharing in organizations: From e-mail to micro-blogging,”
Journal of the American Society for Information Science and Technology (64:8), pp. 1659—1670
(doi: 10.1002/asi.22863).

Zhang, D., and Yue, W. T. 2013. “Big data and social media use in commerce, work, and social life,”
Decision Support Systems, Elsevier B.V., pp. 7—8 (doi: 10.1016/j.dss.2013.08.007).

Zhong, X., and Lu, J. 2013. “Public diplomacy meets social media: A study of the U.S. Embassy’s blogs
and micro-blogs,” Public Relations Review (39:5), pp. 542—548 (doi:
10.1016/j.pubrev.2013.07.002).

Zorn, T. E., Grant, S., and Henderson, A. 2013. “Strengthening Resource Mobilization Chains: Developing
the Social Media Competencies of Community and Voluntary Organizations in New Zealand,”
International Journal of Voluntary and Nonprofit Organizations (24:3), pp. 666—687 (doi:
10.1007/811266-012-9265-1).

Twenty-first Americas Conference on Information Systems, Puerto Rico, 2015 19



Social Media as organizational memory consolidation mechanism

Appendix A. Positive actions applied or expected with implantation and use of the Social Media in organizations cited in case

studies selected.

ID. POSITIVE ACTIONS ANALYZED — APPLIED OR EXPECTED — WITH IMPLANTATION AND USE OF THE SOCIAL MEDIA IN ORGANIZATIONS
ATTENTION FOCUS
“[...] social media are more effective in addressing the three knowledge-sharing challenges revealed in behavioral
research: (a) they help increase employees’ awareness of each other’s expertise and personal interests; (b) they can
motivate contribution through frequent, timely feedback and through soliciting reciprocal exchange; and (c) they can
Provide a confidence feeling among other better support the development and maintenance of social capital.” (Yuan et al. 2013, p. 1667).
To1 members of thg organizations assuring a higher
1nv01v_em(.ent with all members of the “While access to technical support and training will assist with developing members’ skills, capabilities and
organizations confidence, a critical success factor appears to be the need for someone within Parent Support to ‘champion’ social
media developments, that is, to mobilize the chain of resources. In both organizations, having someone to oversee
planning and provide a sense of continuity amid frequent turnover of volunteers and staff will greatly improve the
chances of achieving improved communication through social media.” (Zorn et al. 2013, p. 685).
“One important reason why I am motivated to share on social media is that I could increase my visibility in the
organization by interacting with others on the platform. For example, some worldwide colleagues who I don’t work
Change the view of each organization’s member with can recognize me by following my blog.” (Yuan et al. 2013, p. 1665).
Toz | 210 share of information, influencing directly on
behavior, attention and involvement of the “There are a growing number of domain experts, project managers and community leaders who have been using blogs
individual in the organization and wikis to position themselves as an active voice in the organization, across regions and functions. As stated by one
of the users (a team leader), we have ‘a very active blogosphere ... some teams are spread all over the world and use
wikis to work collaboratively’.” (Huang et al. 2013, p. 117).
“Hence, this kind of low-level communication strengthens the aspect of sociability that is important for collaborative
work such as co-creation and contributes to knowledge sharing without the need to be involved in long-lasting
conversations.” (Hauptmann and Steger 2013, p. 38).
Motivate and stimulate the initiative by own
To3 members in sharing information and making “[...] a recent on-going discussion on the intranet has focused on organizational restructuring, with messages from
decisions in the organization senior management, project leaders and employees, all of whom are interested in voicing their concerns and
individually/collectively suggestions.” (Huang et al. 2013, p. 117).
“[...] more than half of internal social media users interviewed think the increased social capital associated with social
media use increases their motivation for sharing expertise with one another.” (Yuan et al. 2013, p. 1664).
“By examining screenshots (for anonymity they are omitted from this paper), it became evident that some of the senior
managers have used their blogs to outline the rationale behind some of their decisions (for instance, to enter a new
Becom«; herse}f/ himself ayailable and open ’[_0 market in South America or the selection of a new venturing partner).” (Huang et al. 2013, p. 117).
Tog transmit details of the rationale process behind

each decision in the organization in order to re-
use that knowledge in the organization.

“Blogs can help to focus an individual’s own thinking about his/her work, providing an additional tool for reflective
practice. In addition to the individual focus, publishing this thinking on a blog makes one’s thinking easier to share
and can lend itself to creating a small ‘community of practice’ if others comment on the author’s posts [...]” (Denskus
and Papan 2013, p. 458).
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SITUATION OF THE ATTENTION

Provide the share of ideas, information and
experiences among the members freely and with
no barriers, no great interventions, no hierarchy
or sectorization, so that to generate an

“All news stories can be commented upon and rated. There’s no censoring at all. People are very happy to comment
and have very candid comments, which is very good.” (Huang et al. 2013, p. 117).

Tos environment suitable for discussion of the “Encouraging open and free participation with little or no intervention has become an important governance principle;
problems and concerns in the organization, for one that has been gradually established and accepted by organizational members, many of whom are actively engaged
the exchange of information in order to suggest in rhetorical practices.” (Huang et al. 2013, p. 117).
solutions and propose innovation.
“One important reason why I am motivated to share on social media is that I could increase my visibility in the
organization by interacting with others on the platform. For example, some worldwide colleagues who I don’t work
Ensure the position of the professional as active with can recognize me by following my blog.” (Yuan et al. 2013, p. 1665).
Toé Voicg in the orga.nizat.ion, in all spctqrs and )
funtions, providing higher valorization of this “Because I blog about the issues that I'm thinking about and dealing with in the course of my everyday job, I'm able to
professional in the organization. gain a wide spectrum of input and perspective on those issues, whether via comments on my posts, posts on other
blogs that ‘riff’ off of mine, or — again — twitter conversations spun off of those same blog posts [...]” (Denskus and
Papan 2013, p. 458).
Provide improvements in communication and
share of information both in the external and the “The CIO and CMO jointly are accountable for social media strategy and implementation. Performance evaluations,
To7 internal environment to organization, so that to compensation and incentives are based on mutual performance and deliverance of shared objectives and goals. The
provide greater information global reach and to social media goals and objectives of marketing are aligned with other organizational social media objectives through
stimulate interactivity among the organization’s IT.” (Candance Deans 2011, p. 193).
individuals.
“Our findings suggest that the use of social media had become part of the social fabric of BX. Blogs, wikis and
G . commenting were no longer a novelty and are accepted as a normal feature of the intranet by employees. Open and
uarantee the follow up permanent of views, AT cation is the default mode of BX: cati It di tative of a Shift in th
To8 | suggestions and comments exposed from palrtlc;patlvle comr?umc‘atlc()lr.l ist e defau fnﬁ) eof }sl communication cu 1}11"e, and is representative of a fs 1d bmk e
responsible professionals in the organization. role of employees from ‘audience’ to active ‘Thetors’ in the organization’s on-line environment. Monitoring feedbacl
and engaging in discussions regarding certain strategies and decisions is now a feature of the day-to-day life of senior
management.” (Huang et al. 2013, p. 119).
STRUCTURED DISTRIBUTION OF THE ATTENTION
Disseminate the organization’s values simply and | “In this context, DX’s intranet is perceived as the most important medium for internal communication, not just
To9 | integrate such values to actions and decisions in because of its wide reach globally, but also because of its capacity to broadcast a unified voice to communicate and
the organization. reinforce corporate values and strategy.” (Huang et al. 2013, p. 118).
Facilitate better adaptation, whether by training,
handbook_s and guidelines, in effective use of _the “Organizations must provide training and role definition that maintains a balance between autonomy, flexibility, and
T10 | technologies adopted by part of the organization

in order to make easy the organization’s internal
and external communication.

the identified responsibilities and expectations.” (Annabi and McGann 2013, p. 78).
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Produce new organizational structures and
models considered useful for the making-decision

“From looking at maps that others had generated from Google Maps and posted online the author created a method
for displaying the information geographically instead of in a table.” (Yates and Paquette 2011, p. 10).

“With wikis in place, CoP leadership will have access to training materials, organizational CoP standards, templates,

T1t | from th,e permanent follow-up of the views, and best practices in order to be truly prepared and empowered by the organization to lead his or her CoP. Providing
suggestions, problems and comments exposed by | ypig space for CoP leaders to post information on salient issues and building on each other’s experiences and
the organization. knowledge, is an important step in the continuity of training and role definition for future leaders and members of
CoP.” (Annabi and McGann 2013, p. 78).
“Specifically, we see a highly vibrant landscape where social media has been incorporated extensively into NX’s
organizational communication, and embedded in its day-to-day functioning.” (Huang et al. 2013, p. 118)
“Social media adoption is less about the tools but rather the strategies and the attitudes of the people and the
Generate changes in the processes, strategies, community driving it. Part of the objective of the BlueBI Campaign is to develop a coherent platform which can be
routines and culture of the organization so that used to nurture a community.” (Fernando 2010, p. 508).
T12 | such changes can lead in effective restructuring, - _ — _ _ — _ _ —
alignment and adequacy of the communication Implefme.ntmg the guidelines using SM has implications for resource allocation and change in or.g?lnlzatlonal culture.
and share of information in the organization. Organlzatlor}s must alloca.te the appropriate resources for training aqd support of these communltles._Perhaps most
noteworthy is the change in culture required at all levels of the organization. Upper management and its employees
must change perceptions of the role of the CoP and their importance to the organization. Striking a balance between
alignment with organization structure and strategy as well as the emergent and informal nature of the CoP is also
essential.” (Annabi and McGann 2013, p. 79).
“Clear guidelines should be provided to help employees handle the “sticky” aspects of earlier tools. In the absence of
such guidelines, employees may go in different directions, which may create more difficulties for knowledge sharing.”
Strengthering of organizational standards in (Yuan et al. 2013, p. 1667).
T13 order to allow an open, bidirectional and
interactive communication. “Creating and maintaining norms that promoted engagement seems to have played a significant role in encouraging
employees to establish two-way communication in this organization. Interactivity is enabled by a sense of openness of
communication that is unconstrained by hierarchy [...]” (Huang et al. 2013, p. 117).
“[...] the internal social media platform makes it so easy to share.” (Yuan et al. 2013, p. 1665).
Ensure a positive and functlopal corporative “Some of these blogs have received extensive comment from employees, ranging from the positive to the extremely
T14 | image, increasing the reputation not only of the

organization, but also their employees.

negative. Some request clarification regarding, or even questioning, NX’s strategy moving forward. What is insightful
is the amount of effort that the various bloggers spend in responding to comments and concerns.” (Huang et al. 2013,
p. 117).
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