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ABSTRACT

Crowdsourcingisapowerfulmechanismfordoingonlineworkandallowsforcollaboration.Bynow,
inthemediaandinbusinessontheInternet,crowdsourcingisrecognizedasaninnovativeformof
valuecreationthatneedstakenseriously.Thisarticleprovidesaframeworktoproposetherelation
betweencrowdsandtutorship;itconsidersthetutorofacrowdasastrategicprofessionalfigurein
anonlinecommunity.Thisisdonebytheconsiderationofthedifferentroles,activitiesandtasksof
atutorthroughthefieldanalysisofaplatformofonecompanythatusescrowdsourcing.Thistutoris
examinedbasedonthemiddle-of-the-roadtheoreticalpositionedfromPorterandKramer,thevalue
creation,andSuermannandFranzoni, thecrowsscienceusercontributionpatterns.Therecently
evolutionofcrowdplatformsconsiderstheinteractionbetweencompaniesandcrowdsbasedona
“CommunityofPractice”modelofZucchermaglioandTalamo.Valueanalysisalsoconsidersthe
differencesinrolesandtasksinrelationtowherecrowdactivityisplacedintothevaluechainof
company.Incrowdsourcing,“digitalpeople”liveinadigitalsocietywhereeveryindividualhasa
roleandoperatesinanonlinecommunity,andthosehaveforcepointsandweaknesspoints.Thetutor
cansalsomonitorthesepoints,andpushinteractionandactivitiesofthecrowd.Themaintheoretical
contribution is the lookinggap in literatureandcontributingwork to this.Throughaqualitative
analysis,thisarticleprovidesevidenceofthemainactivitiesandtheroleofdigitaltutorsinanonline
community.Themethodutilizedisnetnographythroughanonlineparticipationandobservationofa
researcher.Inthiswork,professionalfiguresandnewtechnologiesareweighed,andhumanresource
managementmustconsiderthisasitcreatesvalue.Thisarticleconcludesthatatutorofcrowdshasa
positivebehavior,theycanstimulatecrowds.Thesepositiveandactivebehaviorseffectcrowdattitudes
aboutthebenefitsofthecommunity,theirexpectations,andopinionsallofwhicharefundamental
forthegrowthofonlinecommunity.

Digital Skill evolution in an 
Industrial Relationship
Professional Figure in online Communities
Lucia Aiello, University of Rome, Rome, Italy

INTRoDUCTIoN

Overthepastfewyears,digitalrevolutionanddigitaldisorderhavebeenwidelyaddressedinacademic
literature.Still, thesecontributionsnevertheless, there isagap in literatureon topicprofessional
figurerequiredinonlinecommunity.

Differentmanagersarenotfindareferencethatwouldhelpthemtoorientateandfullyexploitnew
digitalopportunities.Thisispartlyduetothestilllimitedcollaborationbetweenthetwocommunities:
academicsandpractitioners.Particularly,theevolutionofprofessionalfiguresandthemrole.
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Scholarsaresupposedtofocusondevelopingabstractmodelsandtheoreticalrepresentations
ofthedigitalfigureprofessionalsandthosedigitalrolesindigitalplatform.Conversely,managers
seemtobeprimarilyconcernedwithobtainingdigitalsolutions,andtheynotconsideredtheimpact
ofdigitalrevolutionsonrolesandactivitiesofhumanresource.Thiscontributeattemptstoblendthe
newperspectivesandexplorenew,freshareasthatarehighlyrelevantforresearchersandpractitioners
alike;itstartsfromonlinecommunity’sanalysis(King,Storm,1996).

Butler,Sproull,KieslerandKraut(2002)showedthecommunityeffortonlinegroups;theauthors
investigatedonwhodoestheworkandwhyinonlinecommunity.Digitalinfrastructureallowsapublic
spaceforthegrouptheauthorsconsiderthat“…anonlinegroupisarolethatisformallynamedand
characterizedbydistinctiverightsandresponsibilities.Theroleisdefinedandreinforcedthrough
communitystructureandrules…”(2002,p.175).

ThisoriginalcontributioncoversawiderangeoftopicthroughanexperienceofItaliandigital
platformandgivesaninterestingperspectiveonthedefinitionofanewprofessionalfigureofonline
community:tutorofcrowd.Theneededcustomerjourneyandthevariouschallengesthatthisprocess
is facing.Confrontedwith thevarious factors related to thisunavoidableandongoingchange,a
resilientmanagershouldbeabletorecognizeandseizeallopportunitiesthateveryepochaldisruption
ultimatelypresentstoexistingorganizations.

Moreover,inliteraturethereisagapontopicconsidered:professionalfigurerequireinonline
communityandthemrolesandactivities.Thus,greatestcontributiontothisthemeisoneLearning,
theskillsoftheonlinetutor(Duggleby,2001)throughnethnography,thusethnographiesofonline
communities(Hine,2017).

Thechapterpositionedintoaliteraturereviewthatishowtopictheonlineprofessionalfigure
invaluecreationperspectiveindigitalplatform.Themotifisagapdetectedintoliteratureondigital
peopletopic.Theprincipaltheoreticalcontributeisaputinevidencethedifferentperspective,role
andapproachofprofessionalfigureindigitalcontext.Thereisnotastudyonbalancingbetween
professionalfigureanddigitalcontext.Throughqualitativeanalysisthepaperputinevidencethemain
activitiesandroleofdigitaltutorinonlinecommunityhowdigitalplatform(Nonnecke,Andrews,
&Preece,2006).

In the context of organizational studies, it is increasingly important to consider virtual
environmentsinthesamewayasphysicalonessothattheinputsintermsofperformancearebetter
addressedandmoreeffective.Thisstudyreallywantstocontributetothispurpose,becauseitconsiders
notthepowerofdigitalasasolutionorproductbutasanambientinwhichpeople-digitalpeople
-operate.Understandinghowdigitalpeopleworkandwhatskillsandtaskstheyneedtoperform
meansimplementingtheprocessonthetableparticularly,intermsofperformanceandefficiency.

Theworkaimstocontributetodevelopmentofliteratureonroleoftutoronline,particularlythe
platformcrowd.Asanewdistributedprocessingmodel,crowdsourcingenablespeopletoharness
theintelligenceandwisdomofthecrowdtowardproblemsolving(Brabham,2008).Crowdsourcing
consideredaninnovativeformofvaluecreation(Seraj,2012)anditrealizedthroughdifferentways
(Howe,2009).Thiscontributewouldlikeanalyzed,onbasedofthemainstreamtheoreticalputin
actionfromPorterandKramer(2011),thevaluecreation,andSuermannandFranzoni(2015),the
crowsscienceusercontributionpatterns.Therecentlyevolutionofcrowdplatformconsideredthe
interactionbetweencompanyandcrowdsonbased“CommunityofPractice”model(Zucchermaglio
andTalamo,2003).Thismodelconsidersthevirtualinteractionalongtheconstructionofshared
repertoire,commonenterpriseandmutualengagement.Theauthorsconsideredasthecommunities’
developmentfromtheonlinetutorship.

Onthebaseofonlineresearchtechniquethatinvolvedthenetnographymethodologyandcritical
interpretationofresults,thecontributionaimstoobtainusefulmanagerialimplicationsanditgoes
togoodmanagerialimplicationsfororganizations.

Thepapercontributestoexistingliteratureonthetopicbeingconsider.Itshowstheweakness
ofliteraturereviewinonlinetutor’studies.Thus,theworksystematizestheliteratureonthistopic,
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recognizing the need to deepen the analysis of the new professional figures emerging in digital
platforms.

Theresearchquestionisverifyingthepossibilitytofacilityco-creationprocessandthus,value-
creationthroughacrowdtutor’sprofilehowaprofessionalfigurethatthemainlinkbetweenthe
organizationandpeopleascrowdis(Sauermann,&Franzoni,2015).

Thestudycouldanswerthesequestions:

1. There is a connection between the most innovative proposals of the crowd and the tutor’s
intervention?

2. Hasthetutoranactiveroleonthecrowdand,ifyes,howheexpressesit?
3. Thereisthepossibilitytofacilityco-creationprocessthroughtheonlinetutor?
4. Thereisthelinkbetweentheorganizationandpeople(crowd)throughacrowdtutor’sprofile?

Theworkmapsthedifferentdimensionstomanagethecrowdthroughatutor,itconsidersthe
differentrolesandtasksoftutorthatoperatesintocrowdplatforms.Thepapertracesthedifferences
betweenrolesandtasksinrelationtowherecrowdactivityisplacedinthecompany’svaluechain,
anditgotoconsideringtheforcepointandweaknesspointofcrowds.

Theworkputsinactionthepointswhichfollowing:

• Starting Point:Crowdsourcingbecomes a powerfulmechanism for doingonlinework and
allowcollaboration;

• Motivation behind the research:Afirstconsiderationtherelationbetweencrowdandtutorship;
itconsidersthetutorofcrowdasstrategicprofessionalfigureinonlinecommunities;

• What:Theanalysisconsidersthedifferencesinrolesandtasksinrelationtowherecrowdactivity
placedintovaluechainofcompany.Intocrowdsourcingthe“digitalpeople”,liveinadigital
societywhereeveryindividualhasaroleandoperateintoanonlinecommunities;

• Methodology:Qualitativeanalysis,netnographythroughanonlineparticipation-observation
ofresearcher;

• Force Point: Professional figures and new technologies are balancing; human resource
managementmustconsiderthisasitcreatesvalue.

Themainobjectivesarecheckedifthereisaconnectionbetweenthemostinnovativeproposals
ofthecrowdandthetutor’sinterventionand,ingeneral,ifthetutorplaysanactiveroleonthecrowd
andhowheexpressesit.Thequalitativeanalysisconsidersabalancingbetweenprofessionalfigures
andnewtechnologiesanditdevelopstheconceptthathumanresourcemanagementmustconsider
thisasitcreatesvalue.

Thetheoreticalstructure,thatisdevelopedinbackgroundofthiscontribute,followsthesteps
whichcouldbesynthetizedin:

• The “crowd creation” participating in the value chain of the company (Surowiecki, 2005;
Abouzeedanetal.,2010;Geiger,2012;DiGuardo&Castriota,2013;Aiello&Cacia,2014).
Thus,isitpossiblerequiresacrowdtutorprofile?

• The tutor has the role to styles and knowledge building in anonline community (Cesareni,
Albanese,Cacciamanietal.,2008);

• Thetutorhasdevelopedaroleintoimprovetheadaptationability(i.e.forundergraduate)(Zhang
&Wang,2010);

• Duggleby,J.(2001)considersthattheformationrevolvesaroundthetutorship,activitiesthat
excelinvirtualeducation,whichBosom,Fernández,Hernándezetal.(2007)proposingthetutor
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onlineapproach(Coronado,García-Beltrán,Jaenetal.,1998;Cesareni,Albanese,Cacciamani
etal.,2008;Zhang&Wang,2010);

• Thecrowdtutor’sprofileallowsproposingaprofessionalfigurethatenablesthegrowthofa
digitalcommunity.Withinthedigitalcommunity,thecrowdplatformisthemostcomplexas
itcaninvolvealargenumberofusersinteractingfor“co-creation”.Itrepresentsanemerging
problem-solvingandco-productionmodel(Brabham,2008).

Themethodusedintheresearchisaqualitativeresearch(Catanzaro,1988;Miles&Huberman,
1994; Mayring, 2000; Patton, 2002): netnography (Kozinets, 2002). Particularly, ethnography
appliedtoonlinecommunityanalysis,realizedthroughproceduresproposedfromKozinets(2002,
pp.63-66),“entrée”,“datacollectionandanalysis”,“providingtrustworthyinterpretation”,“research
ethics”and“memberchecks”.Thequalitativeanalysisisdevelopedintwoparts:1.Netnography
(Kozinets,2002);2.Appliedtoonlinecommunityanalysis,realizedthroughproceduresproposed
fromKozinets(2002,pp.63-66).TheValueofworkistheopportunityofdeterminingupstreamthe
featuresandskillsacrowdtutorneedstohaveandthemappingandmonitoringtheseskillscanhelp
toinfluencetheinteractionsbetweenthecrowd(number,intensity,etc.).Finally,theresultsofwork
areimportantifyouconsiderthattheseinteractionscan“createvalue.”Theprocessofresearchis
showsintoFigure1.

Themainlimitofcontributeareitshouldbeabletodeveloptheprofileofcrowd’stutorinto
digitalcommunitythroughameasureofperformance.Thepaperisn’t’fullexposedthedataanalysis
ontherelationshipbetweenactivitiesoftutor,thecrowdandhowtheyareplacedintovaluechain
ofcompany.

BACKGRoUND

Thecrowdsourcing–thatiscrowdplus“sourcing”–hasalargereferenceliterature(Surowiecki,
2005)and,amongallresearchindifferentfield,existanincreasinginteresteveninmanagementfield
(Howe,2009;Schenk,2011).Particularly,thecrowdsourcingallowsachallengeandopportunityfor
webcommunities(DiGuardo&Castriota,2013).Generally,crowdsourcingisthewordthathasmore
definitionandsignificant,itconnectsthediversepotentialoflargegroupsofpeopleviaanopencall
forcontributionovertheWeb(Geiger,2012).ForReichwaldandPiller,therearetwotypologiesof
crowdsourcingthus,masscustomizationandopeninnovation.Thisresearchconsiderscrowdsourcing
howopeninnovationthroughactiveroleofonlinecommunity.Thecooperationforinnovation,in
thiscase,takesplaceinthewebspace,wherethemembersofcommunityhasanactivelyparticipate
initscreationthroughactivitiessuchasblogs,forums,social,platformetc.Inthisanalysiscontext,
theonlinetutorhasarole,wethinkthattheroleoftutortoinsertthecrowdintheorganization.
Thisconsideration,itallowstoaffirmthatthecrowd’stutorhasdifferentfromothersonlinetutors.
Thus,thespecificanalysisoncrowd’stutorhasareason.Moreover,amoredetailedclassification
ofcrowdsourcingpointsoutthereachofproposingatutordefinitionofthecrowd.Crowdsourcing
systemsaredevelopedalongtheirorganizationalfunction.AsGeiger(2016,2012)suggeststheproduct
orservicethatprovidedbycrowdsourcingisessentiallydeterminebycontributionsfromthecrowd.

Thisstudyconsidersthecrowdcreation,asinthecaseathand,participatinginthevaluechain
ofthecompany.Thetheoriesthatinvolvetheconsumerintheproduction/distributionoftheproduct
describeanewdivisionoflaborbetweenfirmsandindividual,suchthatconsumersbecomeactive
participantsinthecreationofvalue(Kleemann,GünterVoß,&Rieder,2008).Thus,itrequiresacrowd
tutorprofile.Crowdsourcing,withcustomerengagement,isanopen-innovation(Abouzeedanetal.,
2010),thatisanemergingparadigmthatischangingthewaybusinessisdone.Workcontributesto
pre-existingliterature,creatingasynergisticpointbetweencrowdsourcingandonlinetutor’sstudies.
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Theresearchquestionisvalidatingtheopportunitytoabilityco-creationprocedureandthus,
value-creationthroughacrowdtutor’sprofilehowaprofessionalfigurethatthemainlinkbetween
theorganizationandpeopleascrowdis(Sauermann,&Franzoni,2015).

Themainquestionsare:

1. There is a connection between the most innovative proposals of the crowd and the tutor’s
intervention?

2. Hasthetutoranactiveroleonthecrowdand,ifyes,howheexpressesit?
3. Thereisthepossibilitytofacilityco-creationprocessthroughtheonlinetutor?
4. Thereisthelinkbetweentheorganizationandpeople(crowd)throughacrowdtutor’sprofile?

Inthissection,weanalyzedthemainliteraturedealingwiththetutorindifferentperspectives.
Thefirstpart,consideringasascenariothetransitionfromphysicaltodigitalsociety,analyzesthe
crucialfactorsbehindthetutor’srole.

Thesecondpartclarifieswhythisthemeisimportantfortheorganization,describingboththe
perspectivesofbusinessorganizationscholarsanddigitalorganizationalperspectives.

Thethemeoftutorshipisatthecenterofnumerousandimportantdebatesinsociologicalliterature,
andingeneral,itsignificantlypointsouttheroleofthewebintheinterpretationofcontemporary
life.Theroleoftutorshipasevaluatorisstrategicfordevelopmentofe-learning(Coronado,García-
Beltrán,Jaenetal.,1998,pp.727-734).Thetutorhastheroletostylesandknowledgebuildingin
anonlinecommunity(Cesareni,Albanese,Cacciamanietal.,2008).Thetutorhasdevelopedarole
intoimprovetheadaptationability(i.e.forundergraduate)(Zhang&Wang,2010).

Duggleby (2001) considers that the formation revolves around the tutorship, activities that
excelinvirtualeducation,whichBosom,Fernández,Hernándezetal.(2007)proposingthetutor
onlineapproach.Severalscholarshavebeenquestionedaboutthisphenomenon(Coronado,García-
Beltrán,Jaenetal.,1998;Cesareni,Albanese,Cacciamanietal.,2008;Zhang&Wang,2010).First,
theevolutionofthemethodologiesofformationandtheprogressiveaffirmationoftheknowledge
economymustinterpretedinthelightofthetransformationsthatadvancedsocietieshaveexperienced
inrecentdecadesandtheconsequencestheyhavehadonsociety.Tutorshipbecomesatooltofacilitate
learning,andaswork,whichbecomesinteractiveandimmediateinvirtualenvironments.

Figure 1. Research Process: Tutor of crowd
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Incontemporarysociety,tutorshipusedinthemostdiversesectorsoftheeconomyandsociety.
Thetutorshipisverymuchlinktobothtrainingandjobplacement.Thetutorhasaroletoimpacton
thecommunities’development(TalamoandZucchermaglio,2003).

Itisdifficulttomaptutor’srolesandtasksintocrowdplatforms,bothliteratureandnomenclature
ofprofessions.Definethetutorandcompanytutorbutnotthetutorofacrowdtoreachagoal.Reference
literatureisstillscarcewithrespecttothisissue.Intobusinessperspective,wemustconsiderthisrole,
thecompanyinvolvedthecommunitywiththeaimofmakingitgrows,asincreasingthenumberof
individualswhofeeditincreasestheinputstothevaluechain.Everyparticipanttodigitalcommunity
hasaprecise function; the tutor isoneof theseand,within its functionof increasing thedigital
community,hasdifferentroles.Thedigitalcommunityandinteractionbetweendifferentindividual
requireaninteractionbetweenuserandtechnologicalsystem.Thefirstrolesoftutoronlinearesupport,
directandinstructtheindividuals.Fromthispointofview,thedigitalcommunitiesrequireamediation
tointeractivepractices“…ininter-subjectivityandinter-objectivitycontexts:insocialcontextsand
throughthemediationofartifacts,nearlyexclusivelytechnological,sustainingthecommunication
processesandtheinformationsharingandcoordination…”(Talamo,Zucchermaglio,2003,p.186).

Intoanalysistheroleoftutorintocrowdsourcing,theplatformanalyzedasCollaborativeVirtual
Environments(CVEs)whereacommunityisabletoValueChain’spartsofCompany.Thisvirtual
communitysharesarepertoire,isinvolvedinacommongoal,andtoreachit,thedigitalcommunity
sharesacommoncommitment.

In2006,HoweandRobinsonhaveoutlinedanewweb-basedbusinessmodel.Acompanyor
institutiontakeinoutsourceataskfromlargenetworkofpeopleintheformofanopencall,inpast
performedbyitsemployees(AielloandCacia,2014).Peopleinsidesintoorganizationswherethe
tutoristhemainlink.

Thecrowdtutor’sprofileallowsproposingaprofessionalfigurethatenablesthegrowthofa
digital community (Walker, McLaren, Rummel, & Koedinger, 2007). It represents an emerging
problem-solvingandco-productionmodel(Brabham,2008).Thevalueofthecontributionisthatyou
candetermineupstreamthefeaturesandskillsacrowdtutorneedstohave.Inaddition,mappingand
monitoringtheseskillscanhelptoinfluencetheinteractionsbetweenthecrowd(number,intensity)
(Hargittai,2001).Theresultsofworkareimportantifyouconsiderthattheseinteractionscancreate
value(Salomonson,Åberg,&Allwood,2012).Insectionthatfollowingthepaperverifythemain
dimensionstomanagethecrowdthroughatutor,particularlythedifferentrolesandtasksoftutor
thatworksintocrowdplatforms.Finally,theworkfindingtherolesandtasksofcrowd’stutor,which
allowthecompany’svaluechain,consideringtheforceandweaknesspoints’digitalcommunitysuch
ascrowdsourcing.

Thetheoreticalcontributionofthisworkisthebalancebetweennewtechnologiesanddigital
people.Particularly,theworkhighlightsthetheoreticalpathandtheempiricalevidenceontherole
ofthecrowdtutor,openinganewlineofresearchonthecontributiontothevaluechainthatthisrole
canhaveasanactivatorofthecontributionofthecrowds.

Theproblemofresearch is that thecontributenotdevelop theprofileof thecrowd’sdigital
communitythroughameasureofperformancethroughthetutoranditisnotfullexplodedthedata
analysisontherelationshipbetweenactivitiesoftutor,thecrowdandhowtheyareplacedintothe
valuechainofcompany.ThestudyhowwecanreadintosectionthatfollowsisItalianplatform,this
couldbealimitofresearch,butthestudycouldbereplytosimilarplatformofdifferentnationality
ofcrowds.

MAIN FoCUS oF THe ARTICLe

Thefocusofresearchisvalidatingtheopportunitytoabilityco-creationprocedureandthus,value-
creationthroughacrowdtutor’sprofilehowaprofessionalfigurethatthemainlinkbetweenthe
organizationandpeopleascrowdis.Inthissectionthecontributeanswerstoquestionresearch.The
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empiricalcontextisthecrowdplatformnelmulinochevorrei.MulinoBiancoisapartofBarilla’s
group,whichoperatesintoindustryoffoodandtaste.Reviewingthemainphasesofplatformhistory
throughorganizationalanalysis,andthencontextualizingthemostrecentrevolutionofMulinoBianco
inthecurrenttrendsitsvaluechainandonlineorganization.Thus,theCompanyhasdevelopedits
valuechainthroughapro-activeinvolvementinproducts’developmentorcreation.Peopleofresearch
arethecustomers,potentialtargetaskedtoparticipateincompetitions,toprojectandtosharetheirs
conceptsoropinionfornewproducts/idea/naming/partsofproduct/csrstrategy,ortogetinvolvedin
byvotingthoseideastheybestlikeandwouldfriendshiptofindproductionandmarkets.

The Company thinks that the time for growth together with their customers is the best, so
insert them into itsValueChain. Into thisplatform, thecrowd interactswithothermember and
theorganizationthroughresponsibleofmarketing,informatics,platformspecialist,responsibleof
researchanddevelopment,andothers.ThiscrowdplatformiscreatedMarch8,2009;therearemore
activemembersthatbyJune2017areexpressed5.086.412likes,10.563ideaproposalsand919.368
comments.Thesummaryoftheresultsobtainedandmanagerialimplicationsonroleoftutorofcrowd
canputinactionabalancebetweenprofessionalfiguresandnewtechnologiesinvaluecreation,itis
possiblethankstothestrategicroleofthetutorandhowthisrolechangesinrelationtothestructure
oftheorganization’svaluechain.

Theprojectof“nelmulinochevorrei.it” involves the individual that logged intoplatformand
MulinoBiancoexperts’witch,intoourperspective,aretutors.

Tutorsevaluatetheideasthatparticipantshaveintroducedandvariousinterestedtypologyas
customers,userofplatform,potentialtarget,more;theycontributebyproposingnewidea,voting
theproposedidea,proposedincensementormodifytheproposedideathatarepassedthestepof
reliability.Tutorsstimulateandbuildthelinkbetweenonlinecommunitiesthecrowdtoparticipate
aroundideaanditsdevelopment.Thetutorssupportinlearningofdevelopedofideaproposal.Finally
tutorsonlinearesupport,directandinstructthemembersofcommunity.

Thevarioustoolsavailableontheplatformsupportdifferentlevelsofanalysis.Throughamixed
qualitativeanalysismethodology:deskandnetnographicthisresearchwantstoanalyzetheempirical
validityofthetheoriesemergedinliteratureonthetopicoftutorshipinthecrowd,especiallyonthe
multi-dimensionalityoftheroleandskillsinrelationtotheValueChain.

MeTHoD: NeTNoGRAPHy IN oRGANIZATIoN ReSeARCH

Considering thewealthofdataproduced through thenetand thedesk, ithasbecomenecessary
to transform informationuseful to theunderstandingof thephenomenonbeing investigate.This
procedurefocusedontwodistinctphases;first,attemptsbeenmadetoreduceandselectsignificant
dataforanalysispurposes,thentheyhavebeenreadandinterpretedinthelightofreferenceliterature,
suchas the roleofonline tutor in theplatformcrowd.Themost authoritative literature, in fact,
stressedthatqualitativeresearchisanirreplaceabletoolforunderstandingattitudesandprocesses
bydeeplyexaminingasampleoflimiteddimensionscomparedtothoseusedbytechnicalquantities.
Theresearcherphasesareentrée,datacollectionandanalysis,providingtrustworthyinterpretation,
researchethicsandmemberchecks(Kozinets,2002,pp.63-66).

Entrée.Inlinewiththemainliteratureandinconsiderationofthemanagerialimplicationof
TalamoandZucchermaglio(2003,pp.197-205),thepurposeistoanswerthefollowingquestions:1.
Whatarethedifferentdimensionstomanagethecrowdthroughatutor?;2.Whicharethedifferent
rolesandtasksoftutorthatoperatesintocrowdplatforms?;3.Whicharethedifferencesbetween
rolesandtasksinrelationtowherecrowdactivityisplacedinthecompany’svaluechain?4.Can
theonlinetutormonitortheforcepointandweaknesspointofcrowds?

The online forums appropriate are platform crowd “nelmulinochevorrei”; blog of platform
crowd;emailgeneratedaroundplatform.Thecommunityofnelmulinochevorrei ismostrelevant
forthequestionresearches,particularly,theplatformistheonethemaincrowdplatformwhereinto
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communitytherearepeoplewithparticularroletomanagethecrowd.Secondly,thecommunityis
relevant:10.563ideaproposal,919.368comments,and5.086.412like(June20,2017,9:44times).

Theonlinecommunitychoosesis linkedfromparticipationtovirtualvaluechainofMulino
Bianco.Thevirtualvaluechaincouldbephysicalvaluechainwhenanideaproposalofcommunity
realized. The community is involved around products, communications, and responsibility. Into
community,therearethepeoplethathavetheroleofonlinetutorsofcrowdhowIhavedefinedinto
previouslybackgroundtheory.Particularly,theonlinetutorhasthefunctionofincreasingthedigital
community;hehasdifferentroles,sosupport,directandinstructsthecommunity,nearlyexclusively
technological,sustainingthecommunicationprocessesandtheinformationsharingandcoordination.
Theonlinecommunityofnelmulinochevorreiissuitableforquestionsresearchproposed;suitableto
theinvestigation:relevantgroup;hightrafficofpost,commentsandlike.Everyideaproposalfrom
communityandthefeedbackfrom“onlinetutor”aredescriptiveanddetailed.Finally,theinteraction
betweencommunitymembersinvolvedallresearchesquestions.

Datacollectionandanalysis.Thisprocedureleasttwoelements:1.thedatawhichemergedirectly
copyfromtheCommunication-Mediating-Computerofonlinecommunitymembers;2.thedatathat
emergingfromobservationofthecommunityanditsinteractions.

Thisresearchhasinvolvedtheobservationofwww.nelmulinochevorrei.it;itcreatedMarch8
2009;thedatacollectionrealizedfromNovember2016atJune2017.Formalizethesummaryof
theresultsobtainedandmanagerialimplications.Theroleofonlinetutorofcrowdcanputinaction
apossibleevolutionofcrowdplatforms.Thus,thankstothestrategicroleofthetutorandhimrole
thatchangesinrelationtothestructureoftheorganization’svaluechain,itispossibletorealizea
value-creation.TheanalysishasinvolvedtheanalysisshowsintoTable1.

Thedatacollectionbeendonein9months(fromNovember2016atJune2017)withinteraction
frequencyofresearcherintoplatformof4hoursforweek.Finally,arecollectedandanalyzed50
pagesoftranscription,indetails:

1. Platform:a.9.346like,4713shortpostingsforfirstideaanalyzed;b.860shortpostforfirst
ideainrealizationand6529shortpostforsecondideainrealization;

2. Email:3emails;
3. Blog:37sections.

Table 1. Data analysis: Where, what, frequency, period

Where What Frequency Period

Platformcrowd ideaproposalwhatis
realized

9.346like
4713shortpostings
6mediationoftutor

November2016-March
2017

Platformcrowd ideaproposalinrealization 860shortpost
onemediationoftutor

February-June2017

Platformcrowd Ideaproposalinrealization 6529shortpost
Onemediationoftutor

November2016-June
2017

Email oneideaproposalwhatisn’t
postedonplatform

3email(roleofresearcher
participateinrelationship
withtutor)

June2017

Blog 10ofallideawhichare
realizedfromMulino
Bianco

interactiononideawhich
areconsideredinplatform
(reinforce)

June202017
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Beforedownloadingandtranscription,theworkhasclassifiedtheinteraction“relevant”or“not
relevant”forthisresearch.Forexample,allinstructionofonlinetutororcommentsontutorfrom
communityorinteractionbetweencommunityandtutor(i.e.coordination,stimulation,etall)are
considered“relevant”;allinteractionbetweenmembersofcommunityexclusivelyonideaproposal
areconsidered“notrelevant”.Intothisprocedure,onhaveobservationsthetextanalysisandgoals
ofonlinetutor’sinteractionononlinecommunity.

Analysisandinterpretation.Intothisprocedureonobservedanddecontextualizedconversational
acts.Thecodingofpostings(shortpost,commentonblog,testofemail)involvedbothdataanalysis
anddatainterpretation(Kozinets,2002;Spiggle,1994).Theanalysisandinterpretationaredeveloping
intosection4ofthisresearch,whereonpresentandcommentthe“verbatim”whichareextractof
datacollectionprocedureandthemainresultsofcodificationofmanualtranscriptionsforidentify
thedifferentcategories;themethodutilizedisthatGlaiserandStrauss(1967).

Thephasesofdatacollectionandanalysisarecloselyrelated,theirprocessissummarizedin
Figure2.

Ethics andmember checks. The crowd platform nelmulinochevorrei is public site, sonever
requiretheconsensusontopic.Allposts,commentsandinformationinvolvedintothisresearchare
anonymous.Finally,theparticipationofresearch(Kozinets,2001,2002)intocrowdplatformhas
beencoherentandinrespectofnelmulinochevorrei’snetiquette.Fortypologyofquestionsresearch
andtheplatformcrowdthemembercheckdoesnotdevelopedindirectmodalitybutthroughthe
onlineinteraction(directemail)betweenresearcherandthreetutorsofplatform.Thoseinteractions
haveconfirmedtheresultsofanalysis.Intosectionthatfollowsonpresentsthemainresultsofall
phases,descriptpreviously.

Themainresultofqualitativeanalysisshowsafirstconnectionbetweenthemostinnovative
proposalsofthecrowdandthetutor’sintervention(answertofirstquestions)howemergesintoTable1.

Figure 2. Data collection and analysis process
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CoNCLUSIoN

Inthissession,wepresentthemainresultsofqualitativesurveythataimstoanalyzetheroleofonline
tutorintoplatformcrowd;theanalysisdevelopedonthreelevels:

• In platform crowd:1.oneideaproposalwhatisrealized,with9.346like,4713shortpostings,
andallmediationoftutor;2.twoideaproposalinrealization,thefirstwith860shortpostand
onemediationoftutor;secondwith6529shortpostandonemediationoftutor;

• In email:Oneideaproposalwhatisnotpostedonplatform,Ihaveobserved3emails(roleof
researcherparticipateinrelationshipwithtutor);

• In blog: Interactionaround interactionon ideawhichareconsidered inplatform(reinforce)
and10ofallideawhicharerealizedfromMulinoBiancoatdateJune20,2017,whichare37.

The research of the study, a first level, the way the company uses the tutor figure that is
technologicalaspects,netiquetteaspects,businessfeasibilityaspects;asecondlevel,thecriticalityof
theimpactthetutormayhaveontheonlinecommunityandthefruitoftheplatformcrowd,verifying
whetheritisconsistentwiththecompany’sexpectations.Thelastlevelwillimplicitlytestwhatrole
thetutorhasintheplatformcrowdwww.nelmulinochevorrei.it.

Consistentwithwhathasanalyzedinthemainreferenceliteratureontutorshipandthecrowd,
thisworkaimstoverify-throughqualitativeanalysisoftheMulinoBiancoandthenewconceptof
nelmulinochevorrei.itastheconceptandaspectthatmainlycharacterizesthetutor.

Sincethetopicofthepublicismoreandmoresubjecttostudy,involvingseveralstagesofthe
valuechainthatmustconsideredinseveralinstancesbythetutor,itconsideredappropriateanalysisof
roletheonlinetutor.Therefore,relyingonthemethodologyofqualitativeanalysis,thestudyanalyzes
thepresenceofthemasstutorintheplatform,theroleitplaysandtheinteractionwiththeuser.The
fundamentalaimofthejob,basedontheproposedresearchquestions,istounderstandwhetherthe
tutorhasafunctioninthisparticularcontextandtoexploretherolesassignedbytheorganization
basedonthereferenceanalyzed.Inparticular,researchwillfocusonthevariousactorsinvolved,that
is,thecompany–MulinoBianco,andtheplatform’squestion-maker.Asanexploratoryanalysis,
theconstructisindirectlytreated;thisisnottoaffectthedialogues,toseeif,whenandwithwhat
relevanceanyemergeidentifiedrole.

Theimplementationofthemethodologyconcerned:

1. Participatingandobservingtheonlinecommunityofthenelmulinochevorreiplatform;
2. ParticipatingandobservingtheonlinecommunityontheBlog.

Inthetextualanalysis,thearguments(codesandcategories)consideredrelevanttothecognitive
purposesof thestudywereisolated.Theresultwastheformulationofaseriesofconsiderations
derivedaposteriorifromthefullanalysis:whatemergedextrapolatedandinferredsolelyfromwhat
theuserswroteduringthenormalcourseoftheircommunitylifeinwhichtheresearcherintroduced.

Fromprevioussessionemergedthattheonlinetutorincrowdplatformanalyzedischoosefrom
MulinoBiancoandhe/shemustbe:

• Educateusersonhowtousethesiteand,aboveall,howtopresentideasandinteractwiththe
crowdandplatform;

• Conversation,confrontusers,andstimulateideas.

Thetutordoesnotenterthemeritsofideasbutisaneutralfigurethathelpsuserstopropose,
develop,conceptualize,improve,refine,andpresenttheirideastoreduceanyanomalies,weaknessesor
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criticalpointstoproposethemtothebest.Thetutorhasanactiveroleonthecrowdanditisexpresses
indifferentways(answertoquestion2)howemergesintothissection.Theanalysisproposedsome
verbatimwhichcanclearlytheproviding,trustworthyandinterpretationofdataandtheresultsare
synthetizedintoTable2.

Theresultsshowthatifthetutorfacilitatesinteractionamongmembers,theysharemoreinnovative
ideas, forexample,when tutorsstimulate thecommunity; theconversationshavemorerowsand
containmorewordsandpositiveadjectives.Besides,intheconversationsstartedfromtutors,the
membersaremoreefficientlyandactive.Thekeyroleofthetutor,emergingfromtheobservationof
theempiricalcontextis:ideaswithmoreinterventionsandactivitiesbytutorsarenottheoneswith
morelike.Thetutorshavemoreinterventionsandcrowsintheconversation,whentheideasproposal
consideredfeasiblebytheinternalevaluationofthecompany.

Incrowdplatformisveryfundamentalthatthecommunityknowtheplatformandtheinteraction
modality.Theideaproposedmusttoberealize,itisnotacompetitionontheidea,buttheobjective
istoestablishaproposedidea,whichconstitutesthatthecommunityprovidingtheideathecurrency
andthebesthasthecapacitythatmaybestimulatedthroughlearning.Theparticipationintheprocess
isalsoifitislearning,whenanexampleresultingtoanideaandnotpublishit,thetutorisnotlimited
onlytoprovideadetailedexplanation.Why?Becausethatthecommunityexpresses,improveswhatit
doesnotworkintheproposal,thusthatwheninteractingormakingotherideaproposalsthatinfants
areaddressedandinfluence.Themainmanagerialimplicationofthisworkistoproposeatutorof
crowdprofilebasedondeskandfieldanalysis.

Digitalpeoplelivinginadigitalsociety,incrowdsourcing,co-buildasharedrepertoire,engage
inajointventure,andengageinmutualengagement.Thereisthepossibilitytofacilityco-creation
process through the online tutor (answer to question 3). In this study, we have shown how the
communityplaysanactiveroleinthevaluechainthroughthedigitaltutorandtheuseofinteractional
speechtobuildself-identityandothersandtosharesomedimensionsofdevelopmentofthebusiness
projectssuchastimebounds,businessfeasibility,products,needs,more.Inthisprocessofbuilding
anddevelopingtherearetheforcesandthedarksideofonlinecommunities,fromtheconsiderations
proposedbytheonlinetutorcanbeabletomonitorandmitigatethestrengthsandweaknessesof

Table 2. How the tutor expresses the active role

Main Role of 
Tutor

Activities of Tutor Why?

Stimulant PositiveReinforce IfNegativeFeedbackthetutormotivethechoice
andstimulatetheindividualtosubmitanew
proposal.
IfPositiveFeedbackmotive,involvesand
makesthememberandthewholecommunity
protagonist.
IfPositiveFeedbacktheideaispostedon
platformandeveryonethatisloggedcanvoteor
commenttheproposal

Activator Interactsandallowsinteraction Theinteractiononideaisstimulatedfromtutor

Supplement Inform,answer,mediate Technicalsupportedonallstepforregistration
anduseofplatform

Facilitator Inform,answer,mediate,clarifies,stimulates
toimprove

Hedirectstowards:product;newsegments;
package;corporatesocialresponsibility

Learningto SustainabilityofValueChaininReliability
ViewandCoherenceandRespectofNetiquette.
Hedirectstowards:product;newsegments;
package;corporatesocialresponsibility

PositiveorNegativeFeedback
Thetutorpublishesanevaluationofideaand
stimulusthecrowdandtheproponentofideato
contributebyothersfeedback.
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thedigitalcommunityandhecantransformtheminpositiveinputforthebusinessvaluechain.The
futureresearchistobeabletodeveloptheprofileofcrowd’stutorintodigitalcommunitythrough
ameasureofperformance.

Themainweaknessesofthepaperare:1.itshouldbeabletodeveloptheprofileofcrowd’stutor
intodigitalcommunitythroughameasureofperformance;itisn’tfullexplodesthedataanalysison
therelationshipbetweenactivitiesoftutor,thecrowdandhowtheyareplacedintovaluechainof
company.Themainconclusionisthattutorofcrowdshadapositivebehavior,theystimulatethecrowd.
Thesepositiveandactivebehaviorsaffectcrowd’attitudesaboutthebenefitsofthecommunity,their
expectations,andopinionsarefundamentalforgrowthofonlinecommunity.Intable1thatfollows
thereisthemainroleoftutor.

Severalavenuesforcontinuedresearchontutorofcrowdanditsroleintovaluechain.First,we
needtoknowmoredefinitivelywhetherthetutorisadriverforonlinecommunity.Wealsoneedto
knowhowlongthisdrivercanlinkedtovalueco-creation.Wealsoneedtoknowwhethercrowdwant
supportedand,ifso,whatwillassisttheminbecomingactivepostersintovaluechain.

Weknow,asmentionedabove,thattheroleoftutorinonlinecommunityisstrategicandwehad
showntheskillrequired.However,weknowverylittleaboutthevaluechainandthemstrongand
tangiblecontributeandposition.Weshouldworktowardsidentifyingtheconditionsinwhichtutor
ismostadvantageousanddeterminethekindofactionscommunitymanagerscantaketomanage
thecommunityintovaluechainthroughtutor.Thus,thereisthelinkbetweentheorganizationand
people(crowd)throughacrowdtutor’sprofile(answertoquestion4).

ThisoriginalcontributioncoversawiderangeoftopicthroughanexperienceofItaliandigital
platformandgivesaninterestingperspectiveonthedefinitionofanewprofessionalfigureofonline
community:tutorofcrowd.Theneededcustomerjourneyandthevariouschallengesthatthisprocess
is facing.Confrontedwith thevarious factors related to thisunavoidableandongoingchange,a
resilientmanagershouldbeabletorecognizeandseizeallopportunitiesthateveryepochaldisruption
ultimatelypresentstoexistingorganizations.

Itisinterestingtoknowthatpositivebehaviorisnotapproachtopublicparticipationonly.We
thinkitisitsownbehavior,perhapsastrategicbehavior.Theskillsofonlinetutorshouldnotbeof
tutorshiporaddressingonlyasearlierworkssuggest,butacceptedasstimulatedbehaviortocreating
valueforallorganization,andallcommunity.

Thechallengetoonlinecommunityorganizationsandmanagersistounderstandmorespecifically
aboutwhypeopleintheircommunityco-createandcollaborate,theworkshowsthatthecrowdtutor
stimulatesandpushesanactivecontribute.

Weshouldconcludethattheyshouldbeeducatedandformedinmoreandmoreskills.Tutor
ofcrowdisnotalimitedactivitybutamulti-levelperformancethatneedsconsiderationintoonline
profession,thusintocharacteristicsofprofessionincontract,mansionsandroles.
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Table 3. Interactions community-tutor: main results

Main Role of 
Tutor

Activities of Tutor Why?

Stimulant PositiveReinforce IfNegativeFeedbackthetutormotivethechoiceandstimulatethe
individualtosubmitanewproposal.
IfPositiveFeedbackmotive,involvesandmakesthememberandthe
wholecommunityprotagonist.
IfPositiveFeedbacktheideaispostedonplatformandeveryonethat
isloggedcanvoteorcommenttheproposal

Activator Interactsandallows
interaction

Theinteractiononideaisstimulatedfromtutor

Supplement Inform,answer,mediate Technicalsupportedonallstepforregistrationanduseofplatform

Facilitator Inform,answer,mediate,
clarifies,stimulatesto
improve

Hedirectstowards:product;newsegments;package;corporatesocial
responsibility

Learningto SustainabilityofValue
ChaininReliability
ViewandCoherenceand
RespectofNetiquette.
Hedirectstowards:
product;newsegments;
package;corporatesocial
responsibility

PositiveorNegativeFeedback
Thetutorpublishesanevaluationofideaandstimulusthecrowdand
theproponentofideatocontributebyothersfeedback.


