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ABSTRACT

Like past crises, the COVID-19 pandemic has galvanized individual volunteers

to contribute to the public response. This includes digital volunteers who have
organized physical aid and conducted social media activities. Analyzing German
volunteering support groups on Facebook and related Reddit threads in the con-
text of COVID-19, we show what types of help are offered and how social media
users interact with each other to cope with the situation. We reveal that most users
offering help online mostly perform typical care work, such as buying groceries or
giving advice. Crucially, volunteering is characterized by relationships of care. This
means it builds on affirmative interactions. In spite of some misdirected offers and
regressive interruptions, people use the possibility to make their voices heard and,
showing empathy, help each other to live with the crisis. Social media like Face-
book mediate societal structures, including relationships of care, offering a space
for the continuous, cumulatively resilient conduct of care work. Reflecting on the
traditional division of labor in crisis volunteering and counter-productive dynamics
of care and empathy, we aim to articulate a feminist ethics of care that allows for in-
teractions on social media that foster generative computer-supported collaboration.
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Y25 DIGITAL VOLUNTEERS DURING THE COVID-19 PANDEMIC

1 Introduction

Resembling previous crises, the COVID-19 pandemic has amplified volunteering
actions by individuals in both physical and virtual spaces (Reuter et al., 2013). De-
pending on the disruptive context, people have performed various tasks to help oth-
ers, ranging from carrying sandbags to protect against floods and organizing relief
activities to providing online support (Purohit et al., 2014; Reuter et al., 2018). The
COVID-19 pandemic has seen physical distancing used as a mitigation measure,
accelerating digitization of both collaboration and cooperation (Horgan et al., 2020;
von Humboldt Institute for Internet & Society, 2020). This prompts the assumption
that social-media-based crisis volunteering has also increased (Lachance, 2020).

This plays out anecdotally: Across the globe, various initiatives have emerged
online to provide digital volunteering in response to the COVID-19 pandemic
(Deutsche Welle, 2020c; Wired, 2020). This is reflected by German Facebook
groups and Reddit threads, where users interact to share helpful information

or express their need for support. Crisis informatics — which concerns comput-
er-supported collaboration in disruptive contexts (Pipek et al., 2014) — has iden-
tified the use of social media in such situations as crucial for coping and sense-
making (Huang et al., 2015). Beyond the possibility of accessing information
quickly in time-critical situations, individual users seek and offer (emotional)
support, which complements more formal arrangements of crisis management
(Huang et al., 2015; Reuter et al., 2018). As recognized by existing research
(Harmon et al., 2017; Taylor et al., 2012), most people are community-oriented,
want to participate in relationships of care, and are committed to and seek vol-
untary work. This has been found to be important not only in general but also
with regard to strengthening socio-technical resilience (Piccolo et al., 2018).

Understood as the capacity to cope with, respond to, and transform situations
of crisis, resilience is not an individual responsibility but is determined by
sociopolitical and technical conditions and applied to communities and their
collective adaptability (Amir, 2018; Soden et al., 2014; Taylor et al., 2012).
The socio-technical nature of resilience has been noted in more recent works
emphasizing the co-constitution of productive social relationships and usable
technologies (Amir, 2018). Crisis informatics is also committed to socio-tech-
nical resilience via its focus on successful computer-supported cooperation
and collaboration (Pipek et al., 2014; Reuter et al., 2013).

However, although works on resilient information systems have referred to de-
sign requirements, such as robustness and flexibility (Heeks & Ospina, 2018;
Miiller et al., 2013), our work focuses on the extent to which successful col-
laboration can be achieved by using social media for crisis volunteering. More
concretely, we consider the purpose of pairing needs for and offers of help and
assess the productive nature of interactions from the perspective of feminist
ethics of care (Bennett & Rosner, 2019; Helms & Fernaeus, 2021).
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Following works of crisis informatics (Pipek et al., 2012; Thebault-Spieker et
al., 2016), we analyze relevant Facebook groups and Reddit threads to capture
the social media usage of individual users in disruptive contexts. We adopt a
more critical stance towards crisis volunteering by characterizing it as unpaid
care work, a relevant component of the process of overcoming crises (Soden

& Palen, 2018). Related interactions can be understood as relationships of care
and empathy that are mediated by social media platforms (Key et al., 2021; Kou
et al., 2019). Building on insights into care and care ethics (Key et al., 2021),
we invest in understanding informal crisis management as voluntarily caring
for others, which may also include non-straightforward interactions as well as
the reproduction of power relations (Helms & Fernaeus, 2021). Meanwhile, in a
contribution to debates around the socio-technical resilience of communities in
crisis (Soden & Palen, 2018), we formulate considerations that may be genera-
tive and legitimize interventions by design coming from feminist ethics of care.

Our work is threefold: We review the literature on computer-supported crisis
volunteering and care work (see Section 2). Using our methodological ap-
proach (see Section 3), we analyze volunteering activities and interactions,
taking into account relationships of care and empathy (see Section 4). We then
reflect on potentials of technological interventions inspired by feminist ethics
of care in the context of digital volunteerism (see Section 5 and Section 6).

2 Related Work

As we look at interactions on social media that occurred during the COVID-19
pandemic, we consider the focus of crisis informatics on digital volunteering in
disruptive situations (see Section 2.1). Furthermore, our work builds on Hu-
man-Computer Interaction (HCI) research concerning care and feminist ethics
of care (see Section 2.2) to capture both the potentials and the limitations of
digital volunteering for strengthening socio-technical resilience.

2.1 Crisis Volunteering and Socio-technical Resilience

Crisis informatics concerns the use of information and communication technology
(ICT) in disruptive situations, including different types of crises, from earthquakes
to mass shootings (Palen et al., 2020). Paying special attention to public health
crises, researchers have studied ICT usage during the spread of the Zika and Ebo-
la virus (Gui et al., 2018; Tambo et al., 2017). By focusing on the COVID-19 pan-
demic, our study links to extant research on long-term disruptive and less clearly
bounded events. However, emotional processes of coping and sensemaking have
been found to generally catalyze crisis-related social media interactions (Huang et
al., 2015) and apply to disruptive situations independent of the crisis type.
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Other researchers have specifically concentrated on collaboration and coop-
eration efforts between formal and informal actors, ranging from emergency
response teams to individual social media users aiming to instigate collective
action (Auferbauer & Tellioglu, 2019; Pipek et al., 2012; Reuter et al., 2019).
In the context of crisis management, users have primarily been perceived as
citizens (in relation to authorities), with societal hierarchies sometimes disre-
garded. More recently, the lack of focus on “bottom-up” dynamics contribut-
ing to socio-technical resilience has been noted (Piccolo et al., 2018, p. 24),
and critical perspectives have highlighted the importance of considering social
relations of power (Soden & Palen, 2018).

Following Karusala et al. (2021), we emphasize the importance of gaining
insight into cooperative care work that is unpaid and embedded in societal
structures. This may include not only computer-supported care work taking
place on social media but also physical activities that depend on successful
“articulation work” (Schmidt & Bannon, 1992, p.12), which refers to manag-
ing or trying to match offers of help and needs for help (Purohit et al., 2014).
This includes the deletion of posts that are perceived as inappropriate (Yu et
al., 2020). Studying both physical and digital volunteerism in relation to the
COVID-19 pandemic by analyzing semi-public social media data allows for
increased visibility and better insights into empathy and care as mechanisms
for coping with crisis (Vyas, 2019). Meanwhile, as noted by Harmon et al.
(2017), voluntary work is intrinsically motivated by care work’s capacity

to create a sense of community and contribute to it. Elsewhere, Taylor et al.
(2012) have recognized the importance of psychological support via social
media for boosting community resilience.

2.2 Care Work and Feminist Ethics of Care

Recent works (Karusala et al., 2021) that investigate computer-supported co-
operative work have emphasized the relevance of care and care ethics. Similar
to other scholars, we adopt Tronto’s and Fisher’s (1993) definition of care as
“everything that we do to maintain, continue, and repair our ‘world’ so that we
can live in it as well as possible.” (Helms & Fernaeus, 2021, p. 790) Follow-
ing feminist HCI, contributions concerning care and care ethics have focused
on the reciprocity of relationships alongside questions of vulnerabilities and
responsiveness (Key et al., 2021). Building on these contributions, we perceive
crisis volunteering on social media in the context of the COVID-19 pandemic
as care work that is unpaid and conducted voluntarily.

As previous scholars have indicated (Karusala et al., 2021; Key et al., 2021),
care has often taken place without notice or valuation. For example, Toombs et
al. (2018) have noted that informal care work has often been neglected. In this
context, the feminization of (unpaid) care work has also been recognized (Bal-
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ka & Wagner, 2020; Williams, 2000). In looking at volunteering activities on
both Facebook groups and Reddit threads, we are interested in how care work
and empathy are performed. Considering HCI research that emphasizes social
structures as explanatory factors for social media behavior (Schlesinger et al.,
2017), the subject positions of individual users may contribute to the conduct
of online care work. Accordingly, we assume “cumulative efforts of attentive-
ness and resilience” (Key et al., 2021) that are performed by user communities
and enabled by social media platforms as relatively open spaces offering almost
endless possible encounters. This means that care work may be distributed be-
tween group members and require less patience and waiting (Key et al., 2021)
by single individuals than happens in more fixed, analog constellations.

Furthermore, assuming instances of crisis volunteering to be acts of goodwill,
scholars have urged against romanticizing care (Murphy, 2015). Generally
associating positive feelings with care is misleading: This can ignore relevant
acts of care that seem less affirmative at first glance, and there can also be
harmful unintended consequences, such as infantilization (Key et al., 2021).
Although relationships of care are characterized by reciprocity, this is never
without costs, and care may even demonstrate contradictions (Helms & Fernae-
us, 2021). In their autobiographical study, Helms and Fernaeus (2021) focus on
moments of agony and “impurities of care.” They propose illustrative concepts
such as “willful detours” or “unhappy departures” as part of caring for their
loved ones. Our work not only considers tensions around care work associated
with, for example, misdirected activities but also focuses on technologically
mediated communicative interactions that may indicate ambivalences but still
be “generative and desired” (Helms & Fernaeus, 2021).

Arguing for empathetic ethics of care, the inherently positive conceptualization
of empathy must be adapted carefully. Empathy is also relational and differ-
entiates between the “empathizer” and “the empathized” (Bennett & Rosner,
2019). In their work, Bennett and Rosner (2019) note that empathy has often
been perceived by designers as “a useful corrective,” that allows for the inclu-
sion of minoritized people. However, “the promise of empathy” cannot be up-
held when empathy is conventionally understood as feeling or imagining being
like someone else, a process that leaves authority with the observing, empathiz-
ing subject and renders needs a spectacle (Bennett & Rosner, 2019). Instead, it
is imperative to argue for empathy as identifying with each other while being
aware of wider power relations, thus stressing positions of particular (instead
of generalized) selves and others (Held et al., 2006). This demands continual
attunements and close attendance to experiences (Cheong et al., 2021), which
enables the “training [of] the senses” (Amrute, 2019) toward noticing possi-
bilities for mutual sensemaking instead of reification of differences (Bennett

& Rosner, 2019; Despret, 2013). We are interested in whether such valuable
dynamics of empathy can be noted in conversations on social media and take
the myriad ways of caring into account. Thus, to consider resilience-building
dynamics, we follow pre-identified aspects of empathetic relationships (Bennett
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& Rosner, 2019, p. 298—-299), such as reciprocity, continual attunement in a
not entirely positive environment, and not trying to imitate other biographies.
Although we adapt to recent insights on empathy, it is relevant to note that
traditional understandings also recognize its basic meaning of sensemaking
(Thieme et al., 2014). This may be fundamental to crisis volunteering, which
necessitates coping.

2.3 Research Gaps & Research Questions

Although scholars have investigated various contexts, including long-term
epidemiological crises (Gui et al., 2018), and various crisis management actors
(Auferbauer & Tellioglu, 2019), few studies of crisis volunteering have un-
derstood it as unpaid care work (Cadesky et al., 2019) or considered societal
hierarchies in their assessment of socio-technical resilience (1% gap). Thus,

we derive relevant interactions in the context of care mediated by social me-
dia platforms and capture instances of care and empathy that may also appear
contradictory. In doing so, we build on existing studies (Bennett & Rosner,
2019; Helms & Fernaeus, 2021; Key et al., 2021) in an effort to contribute to
the articulation of a more holistic picture. Furthermore, previous studies have
mainly focused on care work in terms of the myriad forms of everyday support
for household and community members (Harmon et al., 2017; Tellioglu et al.,
2014) (2" gap). We complement these studies by demonstrating that care work
is primarily conducted not only in physical households or emergency rooms
but also on social media and in the context of specific crises. Finally, discussing
technological mediation of care work in the context of the COVID-19 pan-
demic, we contribute to reflections on the potential of interventions by design,
which has been identified as an issue that research has only recently started to
focus on (Bennett & Rosner, 2019; Key et al., 2021) (3 gap).

To address these research gaps, we study Facebook and Reddit data. Inter-
preting our findings with an interest in feminist ethics of care, we focus on the
potentials and limits of empathy and care in terms of fostering socio-technical
resilience when responding to the following research questions (RQs):

1) What type of help has been offered on social media platforms during the
COVID-19 pandemic?

2) How do users interact with each other regarding care-related requests and
concerns on social media?
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3 Methodology

3.1 Case Selection

We focus on five public German Facebook groups with local audiences that
can potentially be traced. These groups emerged in the context of the spread of
COVID-19 and were founded to structure help in times of crisis. We investi-
gate digital volunteering during the “first wave” of the pandemic, which refers
to the time in 2020 when people were starting to cope with the crisis and the
first “shutdown” measures were implemented in Germany. Facebook has been
chosen because it is comparatively inclusive and used by people of different
gender, ages, and social classes (Hootsuite, 2021). Furthermore, Facebook
functions on a local level. We selected Facebook groups from four major Ger-
man cities: Hamburg, Munich, Cologne, and Darmstadt (see Table 1). These
cities are all located in highly urban areas and ranked as the top four cities on
the German Smart City Index 2020 (Bitkom, 2020), indicating a relatively high
level of digitization. The public character of the groups allowed access to their
content. To include the dimension of purely digital volunteering in our analysis,
we also captured 15 threads from Reddit that concerned the COVID-19 pan-
demic and were trending at the time of the study in the site’s biggest German
community (the subreddit “r/de”), which featured about 250,000 members in
March 2020. We also looked for threads posted in smaller communities that
were either regional, COVID-specific, or help-orientated (see Table 1). We
selected Reddit because it is characterized by anonymity, represents an open
space for different subcultures (Amaya et al., 2019), and serves as a frame of
reference for analyzing interactions within Facebook groups. We expected dif-
ferences in openness compared to Facebook where people commonly use their
real names or at least demonstrate a higher degree of identifiability. Although
Reddit may also allow for intimate interactions, we assume that crisis volun-
teering that extends into physical spheres is conducted particularly well on
Facebook, at least partly due to it clearly providing names of users.

3.2 Data Collection

For the analysis, we examined five Facebook groups (2,709 posts) with a total
of 15,462 members engaged in volunteering related to supporting people (in)
directly affected by the COVID-19 pandemic. Additionally, we manually
collected 15 Reddit threads (191 posts) from “r/de” (and smaller German-lan-
guage communities) that addressed the COVID-19 pandemic in Germany and
associated neighborhood support (see Table 1) by using search terms such as
“COVID,” or “Corona” and “Help.” All posts and threads from mid-March
(earliest 11 March 2020) to mid-July (latest 18 July 2020) were captured via
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screenshot to also consider non-textual information. For automated labeling,
we translated the images into text files with pytesseract (Version 0.3.7), a py-
thon wrapper for Google’s Tesseract-OCR Library.

Table 1: Overview of analyzed Facebook groups and subreddits. The latter com-
prise different numbers of threads and indicate interactions in the context
of virtual volunteering. The Facebook groups were all public, with their in-
tuitive names referencing the COVID-19 pandemic and the particular city.

Platform Name

Facebook #Coronahilfe Hamburg

Facebook #CoronaHilfe Gruppe

Kéln

Facebook CoronaCare Miinchen #CoronaHilfe — Nachbarschaftshilfe
Corona Hilfe Facebook  Corona-Quarantine Hilfsnetzwerk DA und DA-DI

Facebook Corona Hilfe Darmstadt

Reddit r/de (7), r/removalbot (1), r/CoronavirusDACH (1), r/berlin (1),

r/SchoolSystemBroke (1), r/frankfurt (1), r/karlsruhe (1),

r/wasletztepreis (1), r/einfachposten (1)

3.3 Data Analysis

We conducted a content analysis. For qualitative evaluation, collected data
were manually coded by an interdisciplinary research group skilled in computer
science, HCI, and political science with the help of MAXQDA (Analytics Pro
2020). The interdisciplinary approach of consensus coding (Wilson et al., 2018)
was especially helpful for working with social media as an interface between
information technology and the social behavior of individuals. In addition to
drawing on the empirical data collected, the coding scheme was developed by
referring to previous HCI research into care relations, feminist ethics of care,
and social media behavior. The collected screenshots of the Facebook groups
and Reddit were coded in two runs based on iteratively created code catego-
ries and (sub-)codes (see Appendix, Table 4). The first run was conducted by
one researcher and the second run by the other three researchers, producing a
total of 38,613 codes (examples appear in Table 5 of the Appendix). We also
quantified some results, including auto-code relations. Although manual cod-
ing helped to explore the data and structure the qualitative analysis, automated
labeling was employed to capture patterns — including co-occurrences — of
system features (e.g., links or likes) and words.
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4 Findings

We present tasks conducted in the context of crisis volunteering in Germany
during the “first wave” of the COVID-19 pandemic (RQ1) (see Section 4.1)
and then examine these activities in terms of generative relationships of care
and empathy and demonstrate how social media users interacted with each
other in the context of crisis volunteering (RQ?2) (see Section 4.2).

4.1 Taking Care: Volunteering Tasks during the COVID-19
Pandemic

The analyzed Facebook groups and Reddit threads represent important sites
of support offering and seeking. These social media interactions indicate that
crisis volunteering is needed, filling a gap and thereby contributing to crisis
management by helping communities to “repair” themselves and get through
the pandemic “as well as possible” (Tronto, 1993).

The different tasks (see Figure 1) are consistent with the context of the
COVID-19 pandemic, especially considering related policy measures, such as
mobility restrictions. As indicated in the group info, digital volunteering in the
context of Facebook groups predominantly involves matching (physical) help
demands and offers via digital connectivity:

This group shall help people in Darmstadt (...) who are in quarantine or
in a high-risk group by taking out the trash, going grocery shopping, etc.
(Darmstadt-I)

The most frequent offering activity was giving advice that covered many top-
ics, including, for example, “where can I find yeast (due to a shortage, AN)”
(Hamburg-193). Shopping relates to governance measures that aim to ensure
physical distancing. Notably, users find it particularly important to offer help
to vulnerable people at risk, as demonstrated by Darmstadt-I-35a: “I can go
grocery shopping for people in quarantine.”
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Advice
Shopping
Volunteering
Pets Support
Mental Support
Information
Donation
Sewing

Other Support
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Delivery
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Transportation
Child Care
Organizing Local Management
IT Support
Community
Food
Housekeeping
Technical Work

654

Task

Cooking
Financial Help
Legal Aid
0 100 200 300 400 500 600
Frequency

Figure 1: Volunteer tasks, including offers to help and requests for help from Facebook group members
and Reddit users. The codes include both digital (e.g., information) and physical (e.g., shopping)
volunteering. Note that volunteer tasks can fall into the category of both digital and physical help
(e.g., IT support). “Volunteering” describes volunteering in general (i.e., no specification by the
person offering it). “Food” and “Cooking” can be differentiated as follows: the former describes of-
fers of food donations, whereas the latter represents cooking for another person.

The specific character of the COVID-19 crisis also shows in the provision of
voluntary work such as educational assistance or childcare, prompted by the
closure of schools and kindergartens (Munich-12). These special circumstanc-
es are also evident in the occurrence of more online-focused volunteering,
such as proposing digital tools for entertainment:

I found an effective way to pass the time [...] You only need a guitar. If
you are in the mood for something like that, I can recommend an online
guitar course. (Darmstadt-I-139)

Due to the obligation to wear mouth-nose protection in certain spaces in Ger-
many, people sewed masks! for not only other individuals but also institutions
in need (Munich-275). Meanwhile, in addition to COVID-19-specific volunteer
services, general crisis support was also offered, including donations and the
dissemination of information. Although the selected Facebook groups also pro-
vide digital help in the form of information and mental support, they mostly

During the observation period, self-tailored masks were used for protection in public spaces (Deutsche Welle, 2020b). Over
the course of the COVID-19 pandemic, both the federal government and states pronounced the greater effect of clinical
masks and assured their supply as well as respective legal clarifications (The Guardian, 2021). Thus, as of 2022, sewing
one’s own mouth-nose protection has stopped trending.
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focus on physical volunteering. On Reddit — a predominantly anonymous
platform that does not have as a principal purpose physical connection between
users — volunteering focuses exclusively on virtual help in the form of, for
example, mental support (Reddit-4). In some instances, users refer to analog
places or domestic spaces as “going outside” (Reddit-1a). This suggests that
volunteering on Reddit does relate to and influence the analog lives of users.
However, there is considerably less discussion of domestic-work—related vol-
unteering, contrasting with the variety of community-oriented activities man-
aged simultaneously by Facebook groups.

Furthermore, “articulation work” (Schmidt & Bannon, 1992, p. 12) is conduct-
ed by group administrators by organizing interactions, which includes deleting
regressive posts (Hamburg-45, Cologne-3) and restructuring threads according
to city districts (Darmstadt-I). This is crucial for successfully matching needs
and offers of care work. Combined with frequent articulations of needs, which
produce opportunities for volunteering, organizing interactions enables the
establishment of reciprocal relationships of care. However, singular offers of
care work may sometimes be overlooked (Darmstadt-I1-44, Hamburg-124) and
devaluated, and identifiable users who ask for support may experience mis-
directed offers: “Maybe this is meant as a nice offer by [@username] but one
could exploit the situation” (Cologne-3).

Across both Facebook and Reddit threads, users articulated offers of support
(397 times) and requests for support (246 times), indicating an oversupply of
help. While it is important to gain an overview of the different types of vol-
unteering activities that were performed, it is also necessary to capture the
quality of such care work. Building on feminist ethics of care, the following
subsection investigates these care-related interactions with respect to their ef-
fectiveness in creating productive, empathetic relationships in times of crisis.

4.2 Effective or Failing? Potentials and Limitations of
Volunteering via Social Media

Building on scholarship dedicated to care work, we focus on care as a social
relationship between human subjects (see 4.2.1) that is carried by empathetic,
reciprocal interactions (see 4.2.2). Given that researchers have also recognized
the limitations of romanticizing care work as entirely positive, we investigate
more serious instances that may appear less affirmative but still be effective
alongside counter-productive interactions that also take place in the conduct of
care work (see 4.2.3).
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421 Relationships of Care: Embedded in Socio-technical Contexts

Observation of care-related user interactions on social media reveals both
volunteers and social media users who articulated needs to be human subjects
embedded in social structures. Subject positions are also translated into the
sphere of social media, with people directing appeals to offer domestic labor
specifically to women. However, social media groups also enable discus-
sion of such problems and empower diverse people in need via autonomous
self-ascription, which increased visibility.

Traditional understandings of the social division of labor are implied by
expressions that solely address women by using the feminine? forms of
nouns describing people as, for example, “seamstresses” (Ndherinnen) (Mu-
nich-124) and “embroiderers” (Strickerinnen) (Hamburg-65) while utilizing
the masculine and feminine forms (see Table 2) to refer to doctors or citizens
(Reddit-31, Darmstadt-1-115), with only a few moving past binary categories
by using “*” (Hamburg-92), “—~ ” (Cologne-1) or “:” (Munich-101) between
the word stem and gendered suffixes or gender-neutral nouns for description.
Addressing exclusively women in the context of seaming or knitting reflects a
naturalized understanding of women’s roles, notably regarding activities that
are primarily understood as unpaid domestic work or low-paid jobs pertaining
to the tertiary sector. This leads related activities to be not only formulated

as female but also devalued because required skills are perceived to be easily
acquirable when apparently broadly prevalent. In some instances, awareness
of this imbalance can be noted (Darmstadt-1-175b, Reddit-13c, Reddit-13d),
with Reddit users recognizing that women are often employed part-time and
acknowledging that “when you (additionally; AN) work in your free time as a
neighborhood volunteer, you sure work more than 100 percent” (Reddit-13d).
In this regard, the workload and lack of monetary compensation are discussed
as a gender issue.

Meanwhile, people receiving care constitute an essential part of care relation-
ships. User requests show that, intersecting with gender, money and health
both represent important factors in the formulation of needs. This is reflected
in user self-identification and external attributions according to class (see Ta-
ble 2, frequencies of “Money” and “Il”) or able-bodied status (Hamburg-208).
Age and physical fitness were seen as main identifiers in the context of the

2

Traditionally, the German language has relied on the generic masculine form only or, for some years now, both the mas-
culine and feminine form, foregrounding binary conceptions of gender when referring to, for example, doctors as “Arzt”
(masculine form) and “Arztin” (feminine form) or citizens as “Mitbiirger” (masculine form) and “Mitbiirgerinnen” (femi-
nine form) or using the “internal-I" to describe residents of Darmstadt as “DarmstidterInnen” (Reddit-3i, Darmstadt-I-115,
Darmstadt-1-116). More recently, the gender star (*), the underscore character (representing the “gender gap”), and
semi-colons have been introduced as textual concepts that can be used to produce gender-sensitive language in German,

as demonstrated by our data, which sees music teachers described as “Musiklehrer*innen” (Hamburg-92), moderators
described as “Moderator_innen” (Cologne-1), and Munich residents described as “Miinchener:innen” (Munich-101). These
terms include all gender identities (Deutsche Welle, 2020a; Duden, 2020).
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public health crisis (Darmstadt-1-121a, Darmstadt-I-106a). One user requested
help for an “older married couple, the wife is in a wheelchair][...] and they do
not have internet, only telephone’ (Darmstadt-11-70). Notably, in the context
of this request, the address of the couple, including the street name, was partly
published. Hence, although the visibility of different subject identities crucial-
ly increases in times of crisis, it also becomes apparent that non-users of social
media do not necessarily benefit from virtual volunteering.

Table 2: Overview of occurrences and co-occurrences of codes in the Face-
book groups described in Section 4.2, including codes that relate to system

features.
Code(s) Freq. Code(s) Freq. Code(s) Freq.
Likes 2,652 Courtesy Form 203 Money 107
You 1,146 Likes + Thank 182 Binary 43
You
Thank You +! 1,037 11 165 Non-Binary 32
Thank You 786 Il + Corona 113 Only Female 28

The digital gap is stressed by frequent references to being online and to tech-
nologies such technology such as PayPal (Munich-266) and by discussions re-
garding the quality of different messenger applications (Reddit-9a, Reddit-9c).
Although users also mention analog communication formats, such as mail
(Hamburg-138, Munich-293), Facebook groups constituted the main point of
reference and frame of action (see Table 3).

In general, the data reveal an awareness that age, represented by reference

to “old women” (Hamburg-46), and disability, exemplified by reference to a
“blind woman” (Munich-248), may be factors associated with the need for
support during the pandemic. At the same time, self-ascription in posts de-
monstrably increased the visibility of the marginalized voices of queer users
(Hamburg-46), single mothers (Munich-460, Hamburg-83), and users with
mental health issues (Reddit-2f, Reddit-2g). This may have encouraged empa-
thy among particular users rather than relations based on abstract generaliza-
tions about broad groups of (minoritized) people.
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Table 3: Overview of occurrences and co-occurrences of codes in the Facebook
groups, including codes that relate to system features.

Code(s) Freq. Code(s) Freq. Code(s) Freq.
Http + Likes 389 Http + Here 160 Message 57
Group 384 Hashtag 143 Internet 37
PM 304 Post 124 PayPal 20
Http 222 Phone Call 115 Digital 14
Write 192 Administrator 109 WhatsApp 11
Http + Link 182 Online 95

422 Articulating Feelings and Thanking Volunteers:
Reciprocity in Relationships of Care

We identified 4,980 items representing emotional language, including posts
and messages exposing feelings, concerns, and empathy. In several posts,
people described their precarious pandemic situation (Hamburg-83), expos-
ing their vulnerable positions. For many who had previously faced hardship,
the situation had worsened (Hamburg-115). Numerous individuals report-

ed depression and mood swings (Reddit-2b), and some people emphasized
that they had never been in a similar situation before and felt uncomfortable
(Hamburg-88). In response to such posts, many persons reacted empathetical-
ly and helpfully (Reddit-2¢e). Regarding risk groups and the overall situation,
many users expressed their concerns and fears (Munich-418). For example,
they showed sorrow about not being allowed to visit relatives in the care
home (Darmstadt-1-110c). Furthermore, emotional language was identified

in requests for support, expressions of gratitude (see Table 2, frequencies
“Thanks”), and articulations of pandemic solidarity (Cologne-3). One user
emphasized the importance of sticking together: “[N]Jow our social cohesion is
pretty important. Let us prove that we are one” (Darmstadt-I-106a). Numerous
group members underwent coping processes, stressing that people should look
out for each other and stay healthy (Munich-173). Social media users compli-
mented and addressed other people directly, stating how great they were: “You
are and remain a good soul with a very big heart ““ (Darmstadt-I1-88a); “You
are angels” (Darmstadt-11-30).

Many members used smileys, hearts, or shamrocks to emphasize their feelings.
They also “liked” posts (see Table 2, “Likes’) and responded with emoticons
(see Figure 2), often in combination with capitalization and exclamation marks.
Affirmative emoticons were mostly used in conjunction with thankfulness,
compliments, and greetings (see Figure 3). Although affirmative statements
helped to generate a productive atmosphere, it is possible that this also implied
the hierarchization of group members and constituted a cost for users asking for
support. That is, gratitude and affirmative reactions may function as a currency
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used in exchange for unpaid care work. This is indicated when considering in-
stances, in which people did not immediately reflect proactiveness and positive
reactions to help offers, which left users unsatisfied: “[Y]ou should try a little
and not only ask for help” (Hamburg-97). This experience is also captured by

a female user who is in agony and refuses to subordinate herself: “My kids are
really demanding right now[...] No, I’'m not [shameless]” (Hamburg-97). In re-
sponse, other users infantilize her: “[(@username] Just use your bike. Or scoot-
er. Or go for a walk in quiet streets. Or do your children have to sit all day in a
playpen?” (Hamburg-98).This suggests that when physical (i.e., more clearly
defined) care work is organized, empathy is at times conditional, tied to the ste-
reotypical images of people in need to which volunteers can relate (reflecting
empathy as “feeling-like””). Nonetheless, although emotional and affirmative
articulations may reinscribe problematic stereotypes, they also reflect the empa-
thy and reciprocity that are foundational for care work.

[ °

Hi!

| (64) ask for help in 22111

Have worked so far as a freelance journalist and copywriter,
focusing on China and tourism. Now my last source of income has
also disappeared. | have been suffering from depression for some
time. Now | can hardly get out of the deep hole. | have to apply for
unemployment benefits or something else. | am paralyzed with
fear. Can anyone help me with information and a little
encouragement so that | can finally get going? | am deeply
ashamed that | can't get anything going at the moment.

Thank you very much in advance!
OD: 142 133 Comments 1 Share

oy Like (D Comment /> Share

. :

Phew! Am just completely flattened by so many

lovely offers! THANK YOU! )
ODs

Like - Reply - Share - 1y

Figure 2: User reacting to the unexpected high number of offers. Likes given
by others enable affirmative feedback (own translation).

\15
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a— -

OFFER form service Many self-employed and freelancers must now
unfortunately apply for assistance from the state.

Since | have to do professionally with forms of the agencies and job
centers, | offer support. | download the forms and help to fill them
out and explain them. Please keep in mind that these applications
were not designed for this emergency and do not make yourselves
now even more crazy about it...

If necessary PM to me; then we arrange an appointment

I realize even more now that many older people need to talk. They
are people who would never call the telephone counselling service.
Instead, they mention their worries between a telephone order.
Actually, we are not allowed to go into it but | can't. Today a 75-
year-old man was crying on the phone. He had heard on TV how
they said that in an emergency, people over 65 would be allowed to
die in order to save the life of a younger person. He asked why he
has no right to live only because he is old. | feel so sorry for him. So
many are afraid. | just can't turn these people away. These people

y 36 C 99 S
are often grateful when you listen to them and then also apologize ©0 7 36 Comments 119 Shares
for the time you have taken.

Y oy Like () Comment > Share
=00 277 68 Comments 9 Shares '
n . Great! ¢*
o) Like () Comment ~> Share cat o

Like - Reply - Share - Ty

&

That is really sad =

Glad you listened to him -
U o Os This helpfulness is simply GREAT !!! Awesome action
Like - Reply - Share Like. Reply - Share . 1
ike - Reply - Share
"
J Goosebumps while reading. I = i LAl i
Thank you for listening to him @ Really great idea Thanks for that; that will help
O many! i

Like - Reply - Share

‘ Like - Reply - Share - 1y

Oh man, that is heartbreaking =+ 5

Glad you were there and listened @ great thanks ©

Like - Reply - Share - 1y ©s Like - Reply - Share - 1

(a) Example of affirmative interactions (b) Example of affirmative interactions

Figure 3: Emoticons and symbols emphasize sentiments in posts indicating
appreciation and empathy (own translation).

423 Volunteering as Serious Business: Straightforward Problem-solving
and Encountering Regressive Tendencies

Contrasting with positive, emotion-laden statements, we noticed that formal
language was rarely employed, with only occasional users addressing others
via the courtesy form (see Table 2) or thanking them very formally: “With

all sincerity and all my respect (...)” (Hamburg-152). Both group member-
ship and the context of the crisis may have encouraged the use of less formal
language. Courtesy forms reflect interpersonal distance, which might inhibit
relationships of empathy. The use of direct language — that is, clear statements
or imperatives — was also observed. Again, this may be due to the character
of the group, which enables quick chats. Direct language was typically used
when referring to external institutions, including the legal system (Darmstadt-
I-104a, 134a) and science (Darmstadt-I-142d). For example, users tried to
convey bureaucratic information clearly:

[@username] According to the monthly update from the unemployment
agency, anybody who has a child noted in their income tax card gets 67 %
of their salary from their employer. (Hamburg-140)
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Furthermore, users did not tend to use emotionally charged language when
informing others about infection protection rules that were then novel: “If you
are subject to quarantine by the health agency, you must not leave your home”
(Darmstadt-1-120d). When referencing external institutions, such as employ-
ers or emergency services, users focused on providing information based on
their personal knowledge clearly (Darmstadt-I-116b). Principally agnostic to
user social backgrounds, system features such as hashtags were efficiently
used to reference the respective local group or attend to the needs of particu-
larly vulnerable persons (see Figure 4). Similarly, links were shared by users
to address others in a straightforward manner (see Table 3). Furthermore, the
standardized use of chat abbreviations indicates that system functions of Face-
book groups that can be found across social media contribute to the efficient
conduct of activities.

L shared a note.
5]

Bridging assistance for the homeless ¢ we do that! =3,

https://www.facebook.com/.../spenden-f.../3960274530657099/

l‘ April 20, 2020 - @

#Donations for homeless during Covid -
Food and € 20

The citizens' initiative "Help for Hamburg’s homeless" needs
donations. More than 2000 euros have been spent so far. A bridging
aid for the homeless during Corona. The initiative packs #LunchBags
and attaches € 20 to them, so that the people can buy something
when the bag is empty again and which goes pretty fast. You can
donate here: https://www.facebook.com/donate/250950126076249/
please share link.

See More

QO 12 2 Comments 3 Shares

Figure 4: Example of typical use of hashtags, which refer to diverse issues
such as, in this case, donations for homeless people (own translation).

Meanwhile, direct language was used when clarifying statements about mis-
information, sometimes initially in an attempt to convince the other side: “As
you are not able to offer any evidence, spare me the crap|...] [@username]
Blocked” (Munich-31). The same was also true for passive-aggressive and
angry statements. Direct language was also used by one moderator, who inter-
vened in conversations (Darmstadt-1-121a, 121b). Ultimately, the use of direct
language indicates that care work and empathy should not be romanticized.
Seemingly less affirmative statements may contribute to the achievement of
goals and empathy may be reflected by respectful, more formalized interac-
tions that acknowledge aid receivers as autonomous individuals.
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These observations also demonstrate that users may need to “depart” un-
happily from regressive statements (Helms & Fernaeus, 2021). Curse words
that primarily reproduced socio-psychological stigmata — such as labels like
‘dumb’ and ‘idiots’ (Hamburg-47) and references to human excrement (Red-
dit-2h, 2j) — prohibit the establishment of empathetic and productive relation-
ships of care. Notably, curse words were frequently used to draw attention to
people not respecting the rules related to the COVID-19 pandemic or believ-
ing in conspiracy myths (Reddit-9¢). Related repetitive interruptions under-
mined the capacity of users to empathize with each other.

That is, direct pragmatic statements and regressive behavior both indicate
that a superficial understanding of empathetic care work as wholly positive or
altruistic does not hold up. While the conduct of care work by social media
users relies heavily on affirmative interactions, it also includes less obviously
affirmative and even counter-productive instances.

5 Discussion

Summarizing these findings (see Section 5.1), we consider how technological
mediation by social media in the context of crisis volunteering contributes to
the socio-technical resilience of communities and propose directions for inter-
vention (see Section 5.2).

5.1 Care Work in Times of Crisis and the Ambivalence of
Empathy

Our first interest here (RQ1) is the tasks conducted (see Section 4.1), with the
findings demonstrating that both virtual and physical volunteering (Reuter et
al., 2013) were important and Facebook was more appropriate for matching
offer of and needs for analog help than Reddit, whether or not activities were
crisis-specific (e.g., shopping for groceries). This may be due to Facebook’s
local character, with the offer of informal channels for the exchange of advice
between individuals impacted by crises distinguishing social media platforms
such as Reddit.

Furthermore, volunteering tasks reflected typical care activities (e.g., buying
groceries, education). Our understanding of digital volunteering as (unpaid)
care work is supported, considering that interactions contribute to individuals
getting through the pandemic “as well as possible” (Tronto, 1993) and com-
plement official efforts at crisis management. However, misdirected offers also
occurred, hinting at the unintended consequences of well-meant, empathetic
interactions. Nonetheless, ultimately, interactions on social media allowed for
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“cumulative efforts of resilience and attentiveness” (Key et al., 2021, p. 2). On
social media, continuous responsiveness is prevalent, with users requiring less
patience and waiting on both sides (Key et al., 2021). This is represented by
an oversupply of help offers.

The second part of the analysis (see Section 4.2) investigates how people
interacted with each other in the context of crisis volunteering on social media
(RQ2) and, thereby, the extent to which extent crisis volunteering on social
media yields generative dynamics of care work and empathetic relationships.
We first focused on the subjects involved, who correspond to sometimes
hierarchical relationships of care and empathy (see Section 4.2.1). This en-
ables us to see unpaid care work attributed to women, especially that related
to traditional household tasks. This supports existing feminist critiques (Balka
& Wagner, 2020; Williams, 2000) of the naturalization of care work as fem-
inine and the concomitant devaluation of such work (Karusala et al., 2021).
More recent work has already recognized the necessity of investigating HCI
in the context of historical power relations and structural inequalities (Badker
et al., 2023; Erete et al., 2023). Because external gender attribution of social
media users poses ethics problems (Fosch-Villaronga et al., 2021), our work is
limited to offering broader evidence for the unequal distribution of labor based
on gender roles. However, the relevance of subject positions can be illustrated
by referring to self-ascribed identities. Identifiers of help receivers also reveal
that able-bodied status and class contributed to the (re)production of different
identities on social media (Bennett et al., 2020; Schlesinger et al., 2017). This
may be due to the specific character of the COVID-19 pandemic as a public
health crisis and enables insight into the subject positions of users and vol-
unteering citizens (Schlesinger et al., 2017). Exposure of vulnerabilities by
particularized users enhanced empathetic interactions (i.e., “feeling with” in-
stead of “like” others; Bennett & Rosner, 2019, p. 298). Thus, the visibility of
marginalized voices can be increased on social media, as further demonstrated
by the use of gender-sensitive language in appeals to the two target groups
(i.e., volunteers and support receivers).

Next, we build on reciprocity as an important feature of empathetic relation-
ships of care (see Section 4.2.2) in the form of affirmative interactions, expres-
sions of gratitude (Briton & Hall, 1995; Waterloo et al., 2018), and rewards for
volunteers. Beyond immediate positive reactions to support-offering individ-
uals, the articulation of feelings and interest in social interaction represent
important processes of coping and sensemaking (Huang et al., 2015) in crisis
via the offer of emotional and mental support (Taylor et al., 2012). However,
empathy was at times conditional, depending on whether a user showed suffi-
cient thankfulness or posted regressive, discouraging statements.
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Finally, considering the seemingly less-affirmative side of interactions and the
‘unhappy departures’ (Helms & Fernaeus, 2021, p. 797), we find that volun-
teering is not always perfect and does not always engender satisfying results
(see Section 4.2.3). This insight can be drawn based on queer feminist HCI
scholarship, which has focused on tensions and contradictory dynamics that
are “not ‘in-line’ with normative expectations of care as positive and fulfill-
ing” (Helms & Fernaeus, 2021, p. 789). Furthermore, we illustrate the value of
clear and straightforward communication on social media. This is supported by
system features such as links, hashtags, and thread structuring, which offer the
potential to organize interactions according to the underlying goal of matching
help needs and offers. This exemplifies the effective care work that is essential
to boosting socio-technical resilience and reflecting more symmetrical partner-
ships between individual social media users (Bennett & Rosner, 2019). None-
theless, infantilization and regressive tendencies also come to light, with the
data demonstrating that this hindered successful interactions (Helms & Fernae-
us, 2021). Feminist ethics of care — following the claim of focusing on meeting
existing and diverse needs via empathetic, equal, and reciprocal relationships

— concern these valuable and sometimes ambiguous human interactions. Ulti-
mately, the analysis reveals both the potential of care work conducted on social
media to contribute to individuals coping with crises and the accompanying
unproductive encounters. It can prove beneficial for both volunteers and people
who request support to adjust interactions on social media to include marginal-
ized voices and, thus, make informal crisis management more effective. How-
ever, as HCI scholarship has indicated (Badker et al., 2023), technical solutions
may be limited (or counter-productive) in terms of their effect on structural
inequalities. In this manner, this work links to prior studies on crises and em-
phasizes the need for the conduct of systematic and critical analyses of (highly
relevant) social media interactions during crises.

5.2 Social Media as a Space for Volunteering and
Community: Boosting Socio-technical Resilience

Technological development is based on “continual acts of attunement” (Ben-
nett & Rosner, 2019, p. 298) — that is, “training the senses” (Amrute, 2019, p.
59) — and may contribute to “affective partnership” that is aware of differences
but does not reify them (Bennett & Rosner, 2019, p. 298). We identify points
of intervention for crisis informatics dedicated to feminist ethics of care. Gen-
erally, it should be noted that Facebook groups feature less fixed hierarchies

in the relationships between caring subjects and those who are cared for. This
allows for “shared experiences” and the capacity “to recover empathy as a
creative process of reciprocation” (Bennett & Rosner, 2019, p. 298). In the fol-
lowing, we consider social media as a frame of action with such potential for
structuring crisis volunteering and derive implications for different levels of
abstraction to boost socio-technical resilience. With the COVID-19 pandemic
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as our case study, we consider care work accumulated over a longer time span.
However, informal, unpaid volunteering is also conducted in imminent disrup-
tive situations and embedded within broader power relations (Karusala et al.,
2021; Palen et al., 2020). This means that proposed HCI interventions aiming
for more ethical and empathetic interactions may also be relevant to other
scenarios, in which it is necessary to adapt and deal informally with crisis. Ex-
isting works from crisis informatics that focus on efficient matching solutions
(Purohit et al., 2014) may also build on insights relating to the socio-technical
production of specific needs and offers. Meanwhile, contexts of individualistic
risk cultures (Reuter et al., 2019) demonstrate increased interest in successful
informal volunteering. Thus, the following section details implications for
HCI interventions for unpaid crisis volunteering on social media.

5.2.1 Support Bottom-up and Flexible Tools for Local Crisis Management.

In contrast to Reddit, Facebook is frequently used for local, in-person vol-
unteering. Looking at activities conducted reveals that such care work fills a
gap in COVID-19 crisis management by enabling the articulation of diverse
requests for support and enabling users to cope (Huang et al., 2015). Offering
advice as part of digital volunteering proves particularly relevant, and social
media proves an appropriate space for such care work to be conducted effi-
ciently. Furthermore, the results indicate that the various volunteering activ-
ities matched the specific context of the crisis and enabled the visibility of
different needs and subject positions. Top-down approaches to crisis situations
miss the opportunity for relatively free interaction steered by administrators
and depend on standard and agnostic system features. Although related care
work is unpaid and excludes people who are not consumers of social media
sites, it is important to encourage bottom-up volunteering that reflects social
context outside of formal volunteering (Harmon et al., 2017) and allows for
empathetic interactions. Although the findings indicate that certain activities
are central to crisis volunteering and offer thematic orientation for designing
volunteering platforms, there should always be space for the articulation of
specific needs by community members themselves.

52.2 Aim for a More Equal Distribution of Resources and Diverse User
Involvement

Given that appeals to women to contribute to care work were made and (self-)
descriptions of people in need demonstrated that intersectional issues (e.g.,
money and health) to be defining their social context, societal structures

are apparently translated into the digital sphere (Schlesinger et al., 2017).
Although questions of social justice — such as the legitimate distribution of
unpaid care work — cannot be solved technologically, social media should at
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least not amplify differences in workload and needs depending on the societal
positions of individuals. However, because we rely on insights from third-per-
son accounts and self-ascriptions, future studies concerning crisis volunteering
should (e.g., via interviews) explore reasonings behind (un-)engagement with
care work on social media and whether it is tied to gendered understandings
of it. Potentially, male users can be nudged to participate to balance unequal
workloads. Considering local environments, the analysis indicates the neces-
sity of implementing measures at the community level to support people in
marginalized positions.

523 Strengthen Matching Efforts to Support Group Administrators

Successfully conducting care work on social media requires continuous at-
tentiveness (Key et al., 2021). While both offers of and requests for support
may easily be overlooked, detours are not automatically pointless, instead
having potential generative power (Helms & Fernaeus, 2021). However, when
caring ultimately cannot take place due to overload and the inability to match
requests and offers, administrator actions can be supported by implementing
“check symbols” or visualizing open requests. Although Reddit’s upvoting and
downvoting system and “liking” posts on Facebook already indicate respon-
siveness, more emphasis on successful “articulation work™ could also reflect
the valuation of serious care work efforts, contrasting them with less willful
encounters and enabling potentially more binding interactions (Schmidt &
Bannon, 1992, p. 12).

52.4 Increase Awareness of Counter-Productive Tendencies

Finally, we have noted that although it may not be possible to circumvent the
occurrence of some noisy or “naughty” interactions (Helms & Fernaeus, 2021,
p. 798), there are instances that prohibit ethical care work and overemphasize
regressive and negative dynamics of empathy. Reinforcing social differences
by gendering care and using insulting language does not encompass empa-
thy (Bennett & Rosner, 2019). Administrators of volunteering groups can

be supported by social media providers to establish group rules or a code of
conduct and to detect discrimination. Meanwhile, foregrounding the relevance
of visibility and inclusive language encourages empathy as feeling with others
(Bennett & Rosner, 2019).
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6 Conclusion

As in the case of other crises, people formed local volunteer groups to coor-
dinate help during the COVID-19 pandemic. This meant not only providing
physical help but also interacting on social media and communicating using
other digital technologies, which was facilitated by the COVID-19 pandemic,
a context that foregrounded physical distancing and digital means of help. The
sheer quantity of exchanges of affirmative phrases is notable and establishes
the foundations for the conduct of empathetic care work. Meanwhile, we ob-
serve the conduct of various tasks, including typical (domestic) care work such
as shopping, taking care of others, cooking, and sewing. However, users also
performed more technical work and used direct language when they saw the
need for clarification, indicating that care work offers more than just emotional
support and affirmation. Although the latter is crucial to coping with crises, the
problem-solving — oriented exchange of factual information also contributes

to socio-technical resilience and reflects empathy as feeling with others (Ben-
nett & Rosner, 2019) by enabling the uninterrupted articulation of the needs

of (marginalized) individuals. Although the merit of flexible general-purpose
groups is acknowledged and the devaluation of care work is a prominent social
issue, ethically aligned technology may enhance both volunteering and elevate
reciprocal care relations by improving matching functions. In this regard, we
contribute to practice-oriented crisis informatics research that is committed to
strengthening socio-technical resilience. Meanwhile, our study emphasizes the
need for broad and critical analysis of technologically mediated human inter-
actions in crisis situations. Such future endeavors of crisis informatics may
build on feminist or intersectional HCI perspectives and thus provide insight
into how social structures play into the success or failure of crisis volunteering.
Understanding respective interactions on social media as representative of col-
lective care work allows the emphasis of their importance to societal peace and
the evaluation of not only settings but also ideas of care ethics.
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7 Appendix

Table 4: Coding scheme capturing activities of crisis volunteering, use

of language and technology, and behavior reflecting and challenging social

structures.
Level 1 Level 2 Level 3
Volunteering Information, Pets Support, Food,
Community, Housekeeping,
Delivery, Shopping, Sewing,
Transportation, Mental Support,
Child Care, Technical Work,
Organizing Local Management,
Education, Donation, Culture,
Other Support, Legal Aid, Cooking,
Financial Help, IT Support, Advice
Technology Community Actions Mention, Admin Moderation,
User Demand, Direct Message
System Functions Hashtag, Link, Image,
Visual Lettering
Analog Virtual
Language Emotional Anger, Resignation, Irony,
Happy, Concern, Compliment,
Farewell Greeting, Thankful,
Metaphor Neologism Flowery,
Emoticon, Mark, Confusion,
Sad, Polarization Conspiracy,
Curse Word, Knows It All,
Passive Aggressiveness, Fun,
Rhetorical Question, Dialect
Formal, Indirect Appeal, Direct,
Presumption, Capitalization,
Incorrect, Abbreviation
Performativity Gender-Sensitive, Intersectionality, ~ Volunteering

Binary Gender, Individual Initiative,
Naturalization, Hierarchy Work,
Resistance Awareness
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Table 5: Examples of labeled Facebook posts to which we have referred indi-
rectly in our analysis (non-exhaustive overview).

File

Quote

Code

Munich-12

‘Parents of children with disabilities find their
limits regarding child care in 2020. It’s the same
with us :D. Maybe there is someone here who has
a pedagogical instinct, humor, and serenity who
wants to look after our autistic teenage son (...)
1-2 times a month on a long- term basis.’

Child Care, User
Demand

Reddit-4e

“Tell her you don’t want to talk about it to her. If
she still insists on it, [ would turn around and go
away. Everything else is useless and just reinforc-
es her against-attitude.’

Advice, Direct

Reddit-2b

‘Recently, I have become extremely depressed
and sad in the evenings. And that escalated just in
the first weeks of the isolation due to COVID. |
didn’t get out of bed for days (...).’

Emotional

Hamburg-208

‘Not only old people have those fears; [ am 51
and have a chronic illness, and because of the
massive problems with my lungs, if I get infected
there would be no rescue for me!’

Concern,
Intersectionality

Hamburg-45

‘Can somebody report [@username] to the ad-
mins, because I don’t know how it works.’

Confusion,
User Demand

Darmstadt-1-29

‘@[username] could you please offer your help
once more under this post, so it doesn’t get con-
fusing within the group?’

Admin Moderation
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