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Digitalizing company communication and the effect on 
psychosocial work environment 
 
 
Kathrin KIRCHNER, Rikke SEIM 
 
Department of Technology, Management and Economics, Technical University of Denmark 
 
Abstract: As part of their digital transformation, companies adopt social platforms to support 
knowledge work and company communication. Based on interviews in a software company, we 
investigate the consequences of digitalized company communication for the psychosocial work 
environment using the six golden nuggets model. We found the most positively mentioned 
dimension was the degree of social support, but also negative experiences in the demand 
dimension. Our results indicates that managers have to mitigate negative effects by introducing 
guidelines, but also allow a certain flexibility in order to keep open communication. 
 
Keywords: social media, case study, company communication, six golden nuggets, employee 
well-being. 
 
 
1. Introduction and research focus 
Social Media has entered the business world, disrupting businesses, but also introducing new 
opportunities and challenges to the psychosocial work environment. ‘Social media’ is reshaping 
work processes in organizations, which is potentially streamlining also the internal 
communication. The usage of social media can increase employee performance, but it can also 
constrain employee behaviour (Kane, 2015). Organizational culture can encourage or impede 
knowledge sharing and communication within a company (Michailova, Minbaeva 2012). 
Previous studies already investigated such organizational factors to adopt social media 
communication in a company, e.g., training and reward systems, management support, guidelines 
for contributions to the systems and the assignment of a responsible person (Kirchner et al. 2008). 
These significant changes in communication are affecting the complex mix of psychosocial job 
characteristics, social and organisational context that constitutes the working environment, and 
can therefore potentially affect the employees’ health, wellbeing and productivity. Brooks (2015) 
found that personal use of social media leads to lower task performance, increased technostress 
and lower happiness. Another study found that the use of social media at the workplace led to 
higher co-worker and supervisor support and helps to alleviate work-related stress 
(Charoensukmongkol 2014). The influence on a company-wide usage of social media at the 
workplace is still not well researched. 
In this paper, we present a case study from a mid-sized German software company that has 
introduced the cloud-based software ‘Slack’ as a social media tool for internal communication 
throughout the whole company. The company started 10 years ago with a small number of 
employees sitting all in one room and having direct communication. With a growing number of 
employees, a direct communication to all was less and less possible. The use of the cloud-based 
team collaboration tool Slack started in the engineering department, and spread around gradually 
until it became the main tool for internal communication. Slack changed the way of internal 
communication in the company in a positive way, but it also faces some challenges. In our paper, 
we analyse the consequences of using ‘Slack’ for the psychosocial work environment for the 
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employees and thereby answering the question how such social media tools might influence the 
well-being of employees. We further investigate how social media in the enterprise could be 
managed to avoid negative effects on well-being. 
 
2. Methodology 
The case study is based on two interviews conducted in the software company with the original 
focus on business value of using social media in a company (Kirchner et al 2019). In the 
interviews, we asked which tools are used in the company for internal knowledge sharing, how 
these tools were adopted, and which benefits and challenges the interviewees see when they are 
using these tools. The interviews were recorded and transscripted.  
Afterward, the interviews were analysed focusing on the psychosocial work environment. We 
have applied the Copenhagen Stress Model “The six Golden Nuggets” (Kristensen 2004, 
Kristensen 1999, Pejtersen et al 2005). This model identifies six dimensions of particular 
importance for the psychosocial work environment. These dimensions are Degree of influence, 
Degree of meaning, Degree of predictability, Degree of social support, Effort/reward and 
Demands:  

- Degree of influence: The extent to which the individuals has influence on his own work 
and work conditions. For instance, the overall organisation of work, working time, 
collaborators, work procedures and tools, working hours and workspace layout. 

- Degree of meaning: The extent to which the individual can connect his or her own work 
with the overall product of the organisation. This depends on the organisations/the 
manager’s ability to convey the overall purpose and values of the organisation and 
whether the individual is able to identify with the purpose and set of values.  

- Degree of predictability: Predictability is about getting the relevant information at the 
right time in order to avoid uncertainty and anxiety; it is not about knowing all the details 
of the daily work. 

- Degree of social support: The extent to which individuals get the required support when 
it is needed. The support can be both practical as well as emotional, and can be offered 
from both managers and colleagues. 

- Effort/reward: It is important that the reward measure up to the effort otherwise it will 
be perceived as unfair. The reward can be both economical but also appreciation from 
colleagues and managers and opportunities for personal development. 

- Demands: The quantitative demands must be appropriate, meaning that the individual 
must have neither too much nor too little to do. The qualitative demands must also suit 
neither the individual so the demand are perceived neither as to easy nor too demanding. 
The demands must be clearly communicated so it is clear when the job is done acceptable. 

According to this model, the optimal psychosocial work environment can be characterized as 
follows: a high level of basic predictability, good social support, meaningful work, a high level 
of influence at work, a balance between efforts and rewards, and demands that fit well the 
resources of the person (Kristensen 1999). 
 
3. Research outcomes 
In our interviews, we collected positive as well as negative experiences with the use of 
‘Slack’ for internal company communication on employee well-being. In the two 
following sections, we will analyse these findings using the six golden nuggets. 
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3.1 Positive Effects on well-being 
Our analysis of the interviews shows that the use of a social media tool for internal communication 
has affected the collaboration and work processes in the case company. When we apply the model 
of “the six golden nuggets”, it becomes apparent that the use of the social media communication 
tool has affected the psychosocial work environment in several of the six dimensions identified 
by the nuggets (table 1):  
 
Table 1: Positive Effects: Examples from the interviews 

Golden Nugget Example quote from the interviews 
Degree of social 
support 

[With Slack,] “you might get an answer from someone who you didn’t have 
in mind before. Otherwise, you only have in mind one person, who you 
could ask, and this person is currently probably on holidays or two days in 
a training. Then you have to wait for 2 days, but if you post in the public 
channel, then there might be five other people who can also answer my 
question.” 

Degree of 
predictability 

“…our CEO has his own channel where he posts something every 2 days, 
what he is working on and thinking about, or with which interesting 
customers he just talked and so on. It should be all transparent, there should 
be discussions started.” 

Degree of 
meaning 

And the CEO “in the last year, started a discussion on Slack which should 
be the…” objectives and key results for next year 

Degree of 
influence 

“the ease with which we were able to communicate with each other, 
and it saves traveling. I can just call my colleague in the US any time 
she is in the office…” 

 
One of the dimensions where we see most experiences reported regarding the six dimensions is 
in the ‘degree of social support’. The power of the group is increased using the tool. Instead of 
writing an email to a single colleague and hope for a quick answer, questions can be posted in a 
public channel in ‘Slack’. Therefore, an employee might get an answer from someone she/he did 
not have in mind to ask before. This brings the employees closer together in a joined effort to 
solve tasks. In the process of integrating new employees in the company, ‘Slack’ contributes to 
the feeling of belonging and social support. A new employee joins ‘Slack’ on her/his first day, 
and has access to the whole history of all channels. In this way, ‘Slack’ works as a knowledge 
base, to see what happened in the department or project and what the next steps are. ‘Slack’ can 
be therefore seen as a carrier of the open organizational culture. 
Regarding the ‘degree of predictability’, the employees have experienced a higher level of 
transparency by using ‘Slack’. Each department has an own public channel were the head of 
department can post news that can be read by every employee. Furthermore, the CEO has his own 
public channel where he posts regularly. There he starts discussions with all employees, e.g., 
about company’s objectives for the coming year. Employees can contribute to the discussion and 
thus better identify with the company’s aims and products, which increases the ‘degree of 
meaning’. In this manner, ‘Slack’ can be used as a tool for employee involvement and 
participatory processes. 
The degree of influence is also changed in a positive way. By using ‘Slack’ an easy connection 
with employees in offices abroad is possible, and travel time is saved. This higher level of 
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flexibility offers a higher degree of influence of the individual’s own work. The employees can 
decide on their own which channels they want to join and which questions they want to answer. 
This leads to a higher autonomy in the company. 
 

3.2. Negative effects on employee well-being 
However, the data also indicates some challenges in the use of a social media tool as 
‘Slack’ especially regarding the dimension ‘demands’(Table 2). 
 
Table 2: Negative Effects: Examples from the interviews 

Golden Nugget Quote from the interviews 
Demands “We have around 100 channels in the company, and if you follow all of 

them, you spend a lot of time with them.” 
“If it is a positive thing for the business, it is maybe not a positive thing 
for the workers necessarily. Because, it is into this mind-set of that you 
always have to be on, and in a way you are always working.” 

Degree of 
predictability 

“In reality, it is not so easy to find a concrete information, because Slack 
is a chat system with a lot content.” 

Degree of Social 
Support 

“so a couple of questions come in and no one is answering. So, he! Why 
is no one coming back to us?” 

 
The employee can be constantly online and be bothered with messages even outside working 
hours. Thus, the work/life balance is challenged. In the interviewed company, every employee 
can individually set his/her working hours in ‘Slack’ if he/she wants to do so. Outside these self-
defined “working hours”, employees do not receive or receive less push notifications. However, 
there are also employees who like to be always online and answer to questions. 
Some employees like to follow many channels and answer to questions, so they spend a lot of 
time in the system. Therefore, the use of the systems require a lot of information management of 
the individual employees.   
On the other hand, there are also employees who do not use or do not regularly use ‘Slack’. This 
is usually recognized by other employees, and they then write email or call these colleagues. If 
an employee posts a question, there is a certain possibility that no one answers quickly, because 
no one feels responsible to answer. This way, the employee lacks social support from his 
colleagues. 
Furthermore, ‘Slack’ is working like a chat system, so it is not easy to find a concrete information, 
and ‘Slack’ can thus not be used as a full knowledge base for the company. Because of the 
information overload, ‘Slack’ can make the working life more complex and thus unpredictable. 
That has a negative effect on the ‘degree of predictability’ dimension. In the future, qualitative 
content analysis could be applied to identify and summarize topics in the chat and thus avoid 
information overload.  
 
4. Discussion and Conclusions 
Using the Six-Golden-Nuggets model, we found positive as well as negative comments regarding 
the use of ‘Slack’ on the psychosocial working environment and thus on the well-being of 
employees. Like in the study of Charoensukmongkol (2014), we also found positive outcomes on 
the degree of social support, because employees can collaborate with more colleagues and the 
management and find quicker answers for work-related problems. Additionally, we examined 



50th Nordic Ergonomics and Human Factors Society Conference 2019 

 304 

influences on the degrees of predictability, meaning and influence. We did not get any comments 
regarding effort/reward, because the employees seem to be self-motivated to use the systems and 
contribute, and they like the way that Slacks supports the transparent communication in the 
company.  
On the other hand, high demands on the employees, like to be always online and available, spend 
too much time in the systems or feel overwhelmed by the huge amount of content, can negatively 
influence the well-being of employees.  
Fuglseth and Sørebø (2014) who investigated technostress in connection with general ICT usage 
at the workplace propose that the management should actively encourage employees to use the 
systems and share knowledge about it and reward employees to use them in order to minimize 
technostress. In general, the use of social media in the company should be part of the 
organizational culture. Slack made the organization more transparent, because information is not 
inclusive, but a lot of information is shared. In order to mitigate negative effects on the well-being 
of employees, some guidelines for the use of the systems are necessary. However, such rules 
should not be too restrictive in order not to reduce flexibility and open communication. As an 
example, employees have the opportunity to restrict their interaction with the system to the 
working hours, but they can also be always online. Issues with too extensive use or non-
participation can be also clarified among the employees without intervention from the 
management. 
Based on only two interviews in a medium-sized company, we cannot generalize our results. In 
the future, we plan to extend our work by conducting more interviews in different companies. 
 
References 
Brooks, S. (2015). Does personal social media usage affect efficiency and well-being?. 

Computers in Human Behavior, 46, 26-37. 
Charoensukmongkol, P. (2014). Effects of support and job demands on social media use and work 

outcomes. Computers in Human Behavior, 36, 340-349. 
Fuglseth, A. M., Sørebø, Ø. (2014). The effects of technostress within the context of employee 

use of ICT. Computers in Human Behavior, 40, 161-170. 
Kane, G. C. (2015). Enterprise social media: Current capabilities and future possibilities. MIS 

Quarterly Executive, 14(1), 1-16. 
Kirchner, K., Razmerita, L. (2019). Managing the Digital Knowledge Work with the Social Media 

Business Value Compass. Proceedings of the 52nd Hawaii International Conference on System 
Sciences, 6438-6447.  

Kirchner, K., Razmerita, L., Sudzina, F. (2008). New Forms of Interaction and Knowledge 
Sharing on Web 2.0. In: Miltiadis Lytras, E.D., Ordonez De Pablo P. (Eds.) Web2.0: The 
Business Model. Springer Science and Business Media, New York, NY, USA, 21-37. 

Kristensen, T.S. (1999). Challenges for research and prevention in relation to work and 
cardiovascular diseases.  Scandinavian Journal of Environmental Health, 25 (6), 550-557. 

Kristensen, T.S. (2004). The Copenhagen Stress Model – The ”Six Golden Nuggets”. 
Presentation at The Eighth International Congress of Behavioral Medicine. Mainz, August 
2004. 

Michailova, S., Minbaeva, D.B. (2012). Organizational values and knowledge sharing in 
multinational corporations: The Danisco case. International Business Review, 21(1), 59-70. 

Pejtersen, J.H., Kristensen, T.S., Borg, V., Bjorner, J.B. (2010). The second version of the 
Copenhagen Psychosocial Questionnaire.  Scandinavian Journal of Public Health, 38(3), 8-
24. 


