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Abstract


Prior to widespread access to the Net, technology users seeking help relied on contract-based support from technology vendors or on intra-organizational end user computing support. Today the Net affords an additional venue for support: technical support groups where users voluntarily help one another solve technical problems. This study draws on social identity theory and self-categorization theory to investigate how participants in an electronic group offering technical support develop identification with that group, and how these social identity processes can lead to high quality technical support. It also examines how recognition mechanisms designed to motivate quality contributions affect these naturally occurring social identity processes. Archival analyses of participant exchanges in four voluntary technical support groups discussing different technologies and implementing different recognition mechanisms will characterize the dynamics of the processes as they unfold in the field.
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