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Summary 

The video game industry is largely dominated by men, yet one role has a notable majority of 

women, the community manager. In this paper I’m exploring why that might be through 

qualitative interviews of five current and previous community managers of different genders 

from primarily Scandinavian companies. Looking into what the community manager role is, 

we’ll see how it is dependent on soft skills and emotional labor, and how these jobs are in 

high risk of burnout. Analyzed through the perspective of gender, we’ll see how it relates the 

stereotypes rather than the person’s gender and what that means for the industry. 
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1 Introduction 

The game industry is a fast evolving and intriguing place to work in. I first met the industry 

when I started live streaming playing games on Twitch in 2016. Since then, I’ve grown my 

network and understanding of what the game industry does, and not to mention what it can 

become. One of the many jobs that have intrigued me is community management. A job that 

came to be as companies worked to cultivate fan communities in a long-term investment to 

create brand loyalty, brand ambassadors and ensure longevity for the business. I jumped at the 

opportunity to explore this on a practical level as an intern for PlayStation Norway in 2020. 

During that exploration I came across an article from 2016 detailing the unrecognized work 

behind community management. In the article they discovered that there was a clear 

correlation between the work and the feminized connotations it carried. This spurred the 

interest for me to explore the thesis of this paper. It is important to note that there is currently 

limited research on this topic, which is another motivation for writing this. 

1.1 Thesis 

Why is the community manager role dominated by women when the video game industry is 

male dominated? 

1.2 Framework and limitations 

There are several factors that are important to note for this paper. Firstly, it needs to be 

highlighted that the existing research is focused on the American game industry, while this 

paper is Scandinavian centered. 

While this paper covers many points regarding community management and gender, it does 

not investigate the responsibilities of businesses, as workplaces move from factories to 

society. Though it is an interesting topic it does not directly serve the purpose of exploring the 

thesis.  

Due to the choice of method researching the thesis, this paper will also only be diving into 

select areas of the game industry and does therefore not cover the width of the entire industry.  
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2 Theory 

2.1 Community managers role 

2.1.1 Introduction 

The work of the community manager is not universally defined. At its core, the community 

manager’s role is to ensure a healthy community around a project or brand. For this paper I’m 

focusing on the community manager role in the video game industry. There they interact with 

users, developers, and other stakeholders, and facilitate organizational aspects of the project 

(Kocurek, Vie and deWinter 2016, 37). However, they often end up with responsibilities tied 

to Event and Social Media managers. A community manager works in the space between the 

community and the company, translating needs and desires between the two. In their work, 

community managers rely on emotional and social abilities to build and maintain 

communities. These abilities are categorized as soft skills and feminized labor, and often go 

underappreciated and undervalued (42). The video game industry is 71% of the occupied by 

men (Kumar and Weststar 2020, 5). Yet, studies from Marketing Charts (2012) and 

Australian Community Managers (2020) show that the community manager role is heavily 

female dominated with 65% and 73% respectively. We will dive into why that might be and 

what that means for the industry and workers throughout this paper. 

2.1.2 How it started 

As the need to build and maintain brand loyalty grew, so emerged the community manager 

role to cultivate dedicated communities “through social media, live social events, and 

strategic communication with consumers” (Kocurek, Vie and deWinter 2016, 37). The role 

started with little to no training, hiring people from existing communities who were doing 

related tasks on their free time. Then, and still now in some companies, the only training the 

new community manager would get would be through colleagues or seniors. It was learning 

on the job with a steep learning curve and the potential for big consequences upon failure 

(39).  
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2.1.3 How it is now 

While the community manager role has evolved from primarily hiring people from within the 

community to official job listings and criteria, there is still much that can be done to improve 

the role according to Kocurek, Vie and deWinter (2016). The cornerstones of community 

management work are reportedly emotional and social work that’s often referred to as soft 

skills and are forms of feminized labor, which in turn are devalued due to its gendered 

connotation (Kocurek, Vie and deWinter 2016, 42). As mentioned in the introduction, it is a 

role that is heavily dominated by women (Australian Community Managers 2020). 

It’s important to note that the articles used for the theories presented here have a focus on the 

American industry while the research conducted for this paper has a Scandinavian focus. This 

needs to be considered as both the personal and work cultures differ in regard to both 

hierarchy and social issues like gender role differences (Lunheim 2020, 35;43).  

2.1.4 Working in the online space 

The game industry is male dominated and potentially hostile, where “any errors, 

misunderstandings, or minor differences of opinion can now be grounds for a variety of 

threats, or even attempts to have a person’s livelihood dismantled” (MCV 2016). Community 

managers run the risk of putting themselves in the line of fire, often being the most direct 

contact the public has to the company. In a study where community managers were 

interviewed, one voiced a common feeling of being a punching bag for the company: 

“For every amazing person you meet, there’s someone who hates you and insults you 

and yells (virtually) at you for things that, most of the time, aren’t your fault. You end 

up being a punching bag. You see people in the community treat one another poorly, 

and you have to be “bad cop”” (Kocurek, Vie and deWinter 2016, 40). 

The community managers may also be exposed to dangers on a personal level they may 

otherwise have escaped (Kocurek, Vie and deWinter 2016, 41). Former community manager 

Dina Abou Karam was hired by Comcept in 2013 to work with their Kickstarter-funded game 

Mighty No. 9. Abou Karam had, on her private Twitter account, made tweets regarding 

feminist issues and drawn some gender-bent fan art. Some community members found this 

upsetting and Comcept received “enough hostile feedback that the company released a 
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statement that effectively reiterated the definition of a community manager”, making it clear 

that any particular views Abou Karam might have was not going to affect the game (41). In 

2015, she was still considered a controversial figure and came under attack again, whereupon 

she ultimately resigned as a community manager in April 2015. Had she not been working as 

a community manager for Comcept, she would likely not have been exposed to this attention 

and scrutiny that ultimately caused her job and privacy (41). Due to the toxic behavior 

towards women, non-binary and transgender people, these risks are even more prevailing for 

them. 

Despite all the possible struggles community managers might face, there are still people who 

are drawn to this role. Emotional labor is not inherently bad, as one case study points out that 

“some employees are rewarded by the fruits of such labor and consequently are drawn to jobs 

that require emotional challenges” (Shuler and Sypher 2000, 83). Hence when workplaces 

allow for exciting and emotionally engaging work, creating opportunities for emotional 

expression, the worker and the work can reach new heights (83). 

2.1.5 Playbor 

Playbor is another important concept for this paper. The term describes a capitalist ideal 

where play becomes work and work becomes play for the sake of productivity (Kocurek, Vie 

and deWinter 2016, 42). As Ergin Bulut wrote in his dissertation, contrary to popular belief, 

working in the video game industry is not all fun and egalitarian work (207). This lack of 

distinction between hobbies and work creates a horrible work life balance and can lead to 

decrease in work satisfaction (214).  

2.2 Emotional Labor 

Emotional labor was first theorized by Hochschild in 1981, where he defined it as “the 

regulation of emotional expression and display in the context of the workplace. It is also, 

however, the effort to produce particular emotional responses among clients or customers” 

(Kocurek, Vie and deWinter 2016, 40). Steinberg and Figart (1999) elaborate that “emotional 

labor emphasizes the relational rather than the task-based aspect of work” (9). They further 

explain that it’s “labor-intensive work; it is skilled, effort-intensive, and productive labor. It 

creates value, affects productivity, and generates profit” (9). Emotional and social abilities 
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involved in such labor are often referred to as soft skills and are considered a type of 

feminized labor (Kocurek, Vie and deWinter 2016, 37). Soft skills are, according to research 

by Kocurek, Vie and deWinter, essential to building and maintaining communities and 

henceforth the work of a community manager (37). These skills are often not mentioned in 

job descriptions and frequently goes unrewarded and uncompensated, accord to Kocurek, Vie 

and deWinter. The labor needed in community management work bears strong feminized 

connotations, and as we’ve seen earlier, the role is heavily female dominated, while the game 

industry has a workforce with 71% men (Australian Community Managers 2020; Marketing 

Charts 2012; Kumar and Weststar 2020, 6). 

In Kocure, Vie and deWinter’s (2016) study they highlighted that the current standard for 

community managers is not good enough nor sustainable. They describe that their work is 

psychologically taxing while there is little to no understanding and facilitation for healthy 

working in their workplaces. Furthermore, Kocurek, Vie and deWinter reiterate the 

importance of understanding soft skills to better create policies and a workplace that values 

those workers (37).  

As the work has moved from the factories into society, creating a slimmer distinction between 

personal and work life, it requires a lot more relational work (Kocurek, Vie and deWinter 

2016, 41). Parallel to this should the responsibilities of the businesses evolve. That is, 

however, outside the scope of what this paper can cover.  

2.2.1 Burnout 

While the video game industry has been struggling from high rates of burnout, a recent study 

by International Game Developers Association (IGDA) shows an increase in the age of the 

workforce, indicating that people are staying in the business for longer (Kocurek, Vie and 

deWinter 2016, 36; Kumar and Weststar 2020, 5). It is, however, important to note that the 

sample size of the 2019 study is a third of the 2015 study. Job burnout is a wide term and has 

been defined as syndrome of exhaustion related to work, fatigue, depersonalization, and 

reduced personal accomplishment (Li, Shields and Zhao 2019, 316). Burnout can be caused 

by inefficiencies at work and poor mental health. Reducing factors can be social support and 

less stressful job characteristics, with preventative tactics like development of programs to 

enhance personal resources and capabilities (315). 
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Wharton experimented and found that burnout and emotional exhaustion may not be caused 

by the emotional demands of the job. “Instead, Wharton found that a worker’s level of job 

autonomy and involvement with their job affected whether employees experienced emotional 

exhaustion” (Figart and Steinberg 1999, 18).  

According to different studies, personal emotions, emotional intelligence (EI) and specifically 

emotion-regulation ability (ERA) closely relate to burnout (Li, Shields and Zhao 2019, 315). 

ERA is defined as an individual’s ability to strategically manage their emotions and the 

emotions of others, and may be a strong factor in dealing with the emotional and relational 

demands of work (315;318). As research have found, when there is a lack of resources to deal 

with emotional and relational demands on their jobs, the person’s ERA may be effective for 

managing the potential job burnout. (316). People have individually different levels of 

emotion-regulation abilities and the study clarifies that these abilities can be trained and 

improved. Li, Shields and Zhao strongly urge managers of jobs that require high emotional 

labor to develop training programs in an effort to reduce job burnout (319). 

2.3 Gender 

2.3.1 Defining gender 

When researching phenomena regarding gender, it is pertinent to be clear about what gender 

is and what I mean when I talk about gender. The World Health Organization (WHO) 

summarizes well the differences between gender, sex, gender identity and sexual orientation. 

Gender is a social construct referring to characteristics of women and men that includes 

norms, roles, behaviors and relationships with each other, all associated with being a man or a 

woman. A gender stereotype, consequently, is a preconception about the aforementioned 

characteristics. A gender stereotype is harmful when it limits women’s and men’s capacity to 

develop their personal abilities, pursue their professional careers and/or make choices about 

their lives (United Nations Human Rights Office of the High Commissioner n.d.). Gender 

differs from sex as the latter refers to the “different biological and physiological 

characteristics of females, males and intersex persons, such as chromosomes, hormones and 

reproductive organs (World Health Organization n.d.). Gender and sex again are related to 

gender identity, which “refers to a person’s deeply felt, internal and individual experience of 

gender, which may or may not correspond to the person’s physiology or designated sex at 
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birth” (World Health Organization n.d.). A transgender person has a gender identity that is 

different than the sex designated at birth, while a non-binary person works outside the social 

construct of gender roles, norms and characteristics. When we talk about gender, it is 

important to note the hierarchical differences that produces inequalities in social and 

economic situations. Discrimination based on gender overlap with other factors, such as 

“ethnicity, socioeconomic status, disability, age, geographic location, gender identity and 

sexual orientation, among others” (World Health Organization n.d.). 

In the research used for this study, an important discrepancy came to light. Research 

pertaining to gender in relation to either emotional labor or community management, there is 

a minority of transgender and non-binary participants. The fewer the participants, the more 

weight the individual’s answers sway the final results. The lack of these people’s experiences 

can have affected the research and current industry truths. This can for example be seen in 

International Game Developers Association study from 2019, where participants were asked 

how they believed the game industry was perceived by the public, and respondents who 

answered negative, subsequently got asked what factors might be the cause, represented in 

figure 1 below. Overall, men answered the lowest on all possible causes, except for perceived 

link to obesity. The strongest group on most of the factors where transgender people, 

seconded by non-binary. This graph indicates how the social issue around gender can shape 

individuals’ world view and life experience. It is therefore crucial for further studies to take 

these groups into account. It must also be noted that the answers from transgender and non-

binary in this graph are from a low sample size.  
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Figure 1 
Source: IGDA DSS 2019 
*Lowest rated options were dropped for this figure (microtransactions, gambling, no negative perception, other) 
§The data for Transgender and Non-binary are based on low sample size 

2.3.2 Soft skills and feminized labor 

I mentioned earlier the foundation of good community management lies in the emotional and 

social abilities of the worker. These abilities are often called soft skills and fall under the 

category of feminized labor. They involve abilities such as networking and communication 

skills, empathy, and other social skills. This is particularly interesting to note when 

considering the social issues regarding gender mentioned earlier, which feminized labor carry 
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strong connotations to. Skills and work that are viewed as feminized are “frequently 

underpaid and unvalued, and may in fact become invisible” as they’re often expected and not 

mentioned in formal job descriptions or during evaluations of work (Kocurek, Vie and 

deWinter 2016, 42). Additionally, one can argue that the processes of which one builds a 

community is feminized hence devalued, comparably to the more masculinized process of 

“cultivating clients or generating business growth” which can be said to have a similar goal 

(42). 

2.3.3 Presumptions, bias, and expectations 

Feminized labor carry with them connotations that are still present as the game industry is still 

largely dominated by men, which is also reflected in compensation. The Gamasutra Salary 

Survey (2014) indicated the gap between male and female workers’ wages range from 

$8,425-$31,000, in favor of the men. Not only is there a clear devaluation of female workers 

in the game industry, but community management as a feminized profession is often further 

devalued, even when carried out by men (Kocurek, Vie and deWinter 2016, 40). 

As I’ve mentioned before, community managers are mainly women according to studies from 

Marketing Charts (2012) and Australian Community Managers (2020) as they occupy 65% 

and 73% of the workforce. Research shows that the gender stereotypes are prevalent where 

women dominate management roles. Apart from finances, female dominated jobs carry 

characteristics of caring for others, while men dominate the production fields (Scarborough 

2018). Women are also expected to be likable, loving, and friendly, as emotions of 

excitement, niceness, love, and care are associated with femininity in Western culture (Ruberg 

and Cullen 2020). 

When researching female streamers, Rubert and Cullen (2020) mention the toxic gamer 

culture, where women are seen as “not being as good at video games as men” and frequently 

face accusations that they are “fake girl gamers or titty streamers who only stream for the sake 

of making money” (94). Women and non-binary people have to therefore continuously work 

to legitimize themselves as part of the gaming community, which requires additional 

emotional labor. 
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2.3.4 #MeToo in the game industry 

The game industry was hit with the #MeToo movement during the summer of 2020 (King 

2020). During those months it became increasingly clear that while the industry is slowly 

becoming less male dominated, it is far from a safe space. People in all corners of the industry 

were being accused, 

“from voice actor Vic Mignogna through Omeed Dariani, the CEO of streamer 

management company Online Performers Group (OPG), to top designers and executives 

at major companies, including Assassin's Creed and Far Cry developer Ubisoft 

Entertainment SA” (King 2020). 

Unfortunately, it seems like industry is far from fixing its problems as “these offenders, it 

turned out, were not just a few bad apples. The whole industry was rotten to the core” (King 

2020). A year later the public is noting a lack of action to address the harassment concerns, 

giving rise to the trend #HoldUbisoftAccountable (Finley 2021). These are some of the many 

things women, non-binary and transgender people have to be aware of when working in a 

male dominated industry. 

3 Method 

Common for all types of research is that one studies a phenomenon through collecting 

information and data (Næss and Pettersen 2017, 16). The method of which one goes by 

collecting and analyzing data can affect the outcome of the study. Most commonly we have 

the distinction between quantitative and qualitative method, but it can be also done through 

artistic research or practical methods (Næss and Pettersen 2017, 16-17).  

In its core a methodical approach can be categorized in two sections, quantitative and 

qualitative methods. They are separated by the qualities of data they provide which becomes 

the basis of analysis. Quantitative methods yield data that are primarily numerical or in other 

terms describe quanta. Methods that produce data that is everything but numerical or 

quantifiable, are considered qualitative methods (Grønmo 2017, 22). Qualitative methods 

have a focus on understanding a phenomenon, individuals’ perspectives and understandings 

of said phenomenon, by the researcher’s interpretation and reflections of the collected data 



Helena Bosdal    28th May 2021 

Page 11 

 

(Næss and Pettersen 2017, 16). Quantitative methods on the other hand focus on the objective 

numbers of the phenomenon. Instead of a deep dive in the individual understanding of the 

phenomenon, there is an emphasis on the width and distribution of it, as well as discovering 

possible connections to other phenomena. Artistic research is heavily discussed within the 

field as it lacks clear guidelines and uses artistic pieces to research phenomenon. Lastly there 

is the practical method with its focus on solving an issue and coming to a clear, tangible 

solution. None can be said to be better than the others, and they can often be considered to 

complement each other in a study (16-17). 

The initial intent for the study was to combine qualitative and quantitative methods to give the 

study a depth and a width. As the research progressed however, it became clear that my 

primary focus needed to be deep diving into personal perceptions and experiences of the role 

and industry. I thereby changed my focus to purely qualitative methods to test my thesis 

against the empirical theories I’ve read.  

3.1 Formal interviews as a method 

To explore my thesis on why there’s a majority of women in the community manager role in a 

male dominated industry, I’m using qualitative interviews. I’ve conducted interviews of 

current and previous community managers and analyzed textual materials such as industry 

reports, dissertations, and studies. I believe that with this mixed method approach I can get the 

proper understanding to answer my thesis. Working in the industry myself, the interview 

subjects were found through own networks, and the interviews were conducted over video 

calls. I’ve chosen to interview five community managers in a formal setting over Zoom and 

Discord. The community managers I’ve chosen to interview are people with years of 

experience I’ve observed create great results for their brands and hold respect within the 

industry. They have varying backgrounds that brough them into the community manager role, 

now working in companies of different sizes across Scandinavia and America. By choosing 

multiple people with the same role in different companies I get an opportunity to compare 

viewpoints across the industry. I believe that their knowledge of the field and experience will 

yield interesting insight. They vary in age and gender to get different perspectives for my 

thesis. All participants have been anonymized, and to ensure their privacy there were no 

recordings of the interviews. Prior to the interviews an interview guide was made, and all 

respondents answered the same base questions with varying follow-up questions depending 
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on their answers. With the variety in background and personal situations of the respondents, 

answering the same questions will yield interesting differences and similarities within the 

game industry. The textual materials were found through corporate websites and public 

studies. 

3.2 Strengths and weaknesses 

To explore the depth and personal experience within the industry itself I chose to research 

through formal interviews. During an interview the respondent can fully explain the reality of 

their situation, rather than sectioning it off into boxes in a survey. These interviews dive into 

individual perceptions of a larger social issue and cannot with absolute objectivity represent 

the reality the entire video game industry. The respondent’s answers can be influenced by the 

environment, what the current topic is, power dynamics, and how the subject is approached 

(Kvale and Brinkmann 2015). Another important factor that can affect the findings is the 

communication between the respondent and the interviewer. The communication can be poor, 

causing misinterpretations of answers, in addition to the interviewer not being able to extract 

important information the respondent has. Furthermore, the interviewer can influence the 

answers with body language, creating a bias towards one answer over another, or by asking 

leading questions (Grønmo 2017, 172-173). Another aspect that is a vulnerability to the study 

is that all the interview subjects were found through my own network. The likelihood that 

they share equal values and experiences is great and can limit the potential variety in answers 

I would otherwise get. It is therefore pertinent to remember that the findings of this study are 

subjective and cannot be considered the objective truth. It does however give a glimpse into 

some aspects of the truth.  

3.3 Ethics and privacy 

When conducting research, it’s pertinent that it is both scientifically and ethically sound as it 

can have major consequences for the industry, organizations, society and individuals (Grønmo 

2017, 41). One must therefore be critically aware while collecting, processing and presenting 

findings (Næss og Pettersen 2017, 20). One attempt to conduct universally ethical research is 

through certain norms that have come into place. Some of those norms can apply to this 

research and they state that respondents participating in the research need to be properly 

informed of the intention and usage of the research, that the respondents are informed that 
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they’re free to decide if they want to participate and can at any point retract their consent. The 

researcher’s responsibility also involves the physical and psychological safety of the 

respondents, which also includes that all information about them is processed in 

confidentiality (Grønmo 2017, 33). I have therefore taken care to inform the interview 

subjects of the motivation, purpose and intent of the research and interview. I’ve additionally 

made their rights clear to them, that all information will be handled confidentially, all 

information they provide will be anonymized, and the interviews will not be recorded. 

4 Results 

The scope of the findings is larger than what this paper allows, and I have therefore focused 

on the most central and relevant results to answer my thesis: Why is the community manager 

role dominated by women in the gaming industry that is male dominated? Choosing which 

findings to bring forth in this paper, I had to reflect upon my own objectivity and not let 

preconceived ideas shape the selection. The findings I’m about to present are chosen to the 

best of my abilities to further the objective research. 

As mentioned in chapter 3, I have for this study chosen qualitative interviews to answer my 

thesis. I found five people to interview from my networks, that I have for anonymity’s sake 

renamed Respondent A, B, C, D, and E. 

4.1 Respondent backgrounds 

For the reflections on the different findings, it is important to note the different genders, 

backgrounds and places in the industry the different respondents come from. 

Respondent A identifies as a man with he/him pronouns and comes from the Scandinavian 

office in a global company. He is very experienced in the industry with community 

management, event management and social media management. 

Respondent B identifies as a man with he/him pronouns and comes from a Scandinavian 

office in a global company. He is very experienced in the industry with forums and 

community management, he’s not currently working as a community manager. 
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Respondent C identifies as non-binary with she/he/they pronouns and wanted she/her to be 

used in this paper. She is experience in the game industry with Twitch team management, 

being a personal assistant to big Twitch streamers and recently got a community management 

job in a small Scandinavian game studio. 

Respondent D identifies as a woman with she/her pronouns and is experienced in the game 

industry from production assistant at a creative studio, and community management for an 

American indie game development studio. 

Respondent E identifies as a woman with she/her pronouns and comes from a Scandinavian 

game studio. She is very experienced in the industry as a community manager in MMORPGs 

(Massive Multiplayer Online Role-Playing Games). 

4.2 Emotional labor awareness 

All respondents clearly exhibit personality traits and characteristics of strong empathy and a 

desire to interact with the communities. The emotional labor came natural to all, but the term 

was unfamiliar to them and they were therefore not conscious about how they used it in their 

work. All respondents mentioned a personal learning curve of dealing with negative 

comments and threats from the community in varying degrees. Equal for all was the emphasis 

on the importance of empathy when these things rise, yet uniformly stress the need for thick 

skins and knowing that it’s not directed at them personally. Another commonality is how they 

all naturally gravitated towards this work by following their passions for video games, social 

media, or the skills they’ve accumulated from other jobs. Respondent A reflects that as he 

comes from an upbringing with a single mother that fostered emotional availability, he never 

saw the soft skills as particularly feminine. He further comments that he’s very proud of the 

younger generations who are becoming more outspoken about boundaries, equality and 

tearing down toxic beliefs around what masculinity is and isn’t. 

4.2.1 Working with emotional labor 

Working as a community manager is challenging work. Respondent E explains that 

management often expects the community manager to be the shield for the developers and 

company. Which can be a good thing, as Respondent A explains how Victoria Tran becoming 

the community manager for InnerSloth, the developers of Among Us, potentially helped the 
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game continue to grow. Initially quite a small company, Respondent A observed that, after 

Tran joined, the game continued to gain traction as it allowed the developers to have more 

time and room to do their jobs and not handle the community like they did in the beginning. 

On the other side, when respondent D first started in a previous job, she didn’t know that her 

firsts tasks were to deliver upsetting news to the community, which turned it quite hostile. She 

was also met with a lot of resistance internally as they didn’t understand and therefore didn’t 

respect her work. Putting on a happy face to the community while she was struggling behind 

the curtains took a lot of emotional labor, Respondent D finishes. Online harassment is also 

something a community manager must expect, Respondent B admits. When asked how his 

awareness of emotions in his work has changed over the years, he reflects on how his reaction 

to threats and harassment has developed. In the early days his family got threatened by a 30-

year-old man who consequently got banned from the forum. He has gotten suicide notes sent 

to him, bomb threats to the office, to only mention some, and according to Respondent B, it 

all adds up to develop thicker skin and resistance to take it personal. 

All the respondents have clear personal precautions for their emotional and mental well-being 

in varying degrees, but not all have safety nets in their workplaces. Bigger, global 

corporations had therapists available, weekly or bi-weekly check-ins with psychological 

safety for anything to be brought to light, respondent A, B and E share. It is now important to 

remember that this paper has a focus on European workplaces with labor laws and unions. As 

Respondent D, who works in an American company, does not have the same rights or 

working conditions required by law as the other respondents do. 

Respondent C shares how she must be strict with herself and actively avoids certain social 

platforms like Discord during the weekends. The program Discord, which works a lot like 

Slack, is used often by community managers and has become both a place of work and 

personal past time. Not being able to create a clear distinction between work and free time, 

Respondent C voices that she must take these countermeasures to ensure she doesn’t work at 

all hours of the day. This is echoed by Respondent D who actively chooses not to tweet from 

the brand account during the weekends unless it’s an emergency. She explains that things 

could easily escalate online. A tweet could go viral in either a positive or negative way, 

meaning she’d feel obligated to capitalize on such a time-sensitive event, and ultimately 

spend her free time on work. This is the downside of playbor, where work becomes play and 

play becomes work. Unless active restrictions are set by the person, the two aspects of a 
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person’s life seep into each other constantly, creating few opportunities of extended restitution 

from work. 

Using emotional labor in work can be as challenging as it can be rewarding. Respondent A 

reveals that he has used the safety net at work several times to help him when he was 

struggling mentally. Someone in another office, but within the company was talking badly 

online on a project that ultimately reflected badly on Respondent A as a community manager. 

It spiraled and he ended up getting a lot of hate from some communities. Waking up with so 

much anxiety and distaste for his job, he finally managed to ask for help and use the support 

system his job had in place. He finished by saying he got an internal apology, and that his 

time with cognitive behavioral therapy really helped him get back to his old self. 

They all to varying degrees are aware how they’re using their emotions at work, they differ in 

amount of active self-reflection with seemingly no connection to gender stereotypes. They 

focus on different things when answering if they’ve become more conscious about how they 

utilize their emotions in their work. Some focus on their motivations for doing the emotional 

work, some reflect on their experiences and development handling the community. Others 

reflect on active choices in educating themselves, like respondent E who took online courses 

and read books on social psychology which better prepared her for working in the online 

space. She reflected that being aware of patterns and behaviors in people, for example 

confirmation bias, helped her better understand most situations she faced in her work. She 

talked about how, before, she could get frustrated and mean replies to a company tweet and 

would choose to respond with her personal Twitter account, apologizing and hoping to find a 

way to solve the issue. Doing this she knew the person would understand that there are real 

people behind the accounts, but it wasn’t until she learnt more about social psychology that 

she fully grasped how well of a tactic that was. Multiple of the respondents have used similar 

tactics, like saying “I’m sorry this is happening, I can understand as a gamer myself” in their 

responses, which proved to de-escalate the situation most of the time. 

4.3 Community managers and gender 

Regarding the reason behind the gender divide in the community manager role, all 

respondents agree that they can’t say for sure and can only share their personal perspectives. 

Respondent A, B and C share that it was a male dominated job in the beginning, and 
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Respondent A elaborates that the original people didn’t necessarily come from the community 

but had previous roles as marketing director or similarly. The framework of the job wasn’t set, 

and if you could write social posts, it was good enough. According to Respondent A, 

marketing and money were the focus, not the communities and people, which phased out as 

women entered the space. Most respondents voiced that they primarily look up to women, 

mentioning Victoria Tran, community manager for Among Us, and Amelia “Lilayah”, 

community manager for CD PROJECT RED and various others female community managers. 

Respondent D and E elaborates that they know several great male community managers too, 

but not nearly as many as women.  

4.3.1 Gendered bias and expectations 

Sexism and gender bias still prevails, all respondents echo, and note that there’s still a 

minority of women in the game industry. When asked if they notice any gendered bias or 

expectations in their work, there was a mixed response. Some tell of harassment in the general 

gaming community, while others don’t experience much gendered bias in their work life, at 

least not from the community’s side. Respondent C voice that the general gaming 

communities are still surprised when they realize she is not a man. Some people proceed to 

change their attitude and behavior towards her in either a flirty or weird manner. Respondent 

E doesn’t experience any gendered bias or expectations in her workplace, and specifies that 

she works in a Scandinavian company, a region with reportedly low sexism, according to her. 

She also admits that she can be a little oblivious to sexism around her. Respondent C makes it 

clear that even though she’s the only woman in her team she feels treated equally in the 

workplace. Respondent A shares how he must be aware of the social issues when picking and 

working with influencers, as situations quickly can change and backfire. The unfortunate part 

is that it’s often more problematic when involving women, Respondent A admits.  

4.4 The female dominated job in the male dominated industry 

When asked for their theories on why there’s a majority of women in the community manager 

role, 73%, when the game industry is still quite male dominated, 71%, there’s a split between 

the women, non-binaries, and men’s answers (Australian Community Managers 2020; Kumar 

and Weststar 2020, 6). While the men go broad and suggest it’s because more women and 

non-binary people are allowed into the space, the women delve into the more sensitive subject 
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of sexism and gender stereotypes. Respondent A specified that in his generalizing opinion, 

women are very good at thinking about all the aspects of a project, strategy building, putting 

their entire heart into what they do, and in his opinion, they might be better at seeing the 

intricate parts more than men. The women and non-binary pointed out that it could be due to 

the characteristics that has been attributed to women by society. Such as a being motherly, 

empathic, and inherently having the need to help others. Respondent D point out that, in her 

opinion, women have mastered the textual tone and are better at conveying emotions and 

personality through text, than the average man. She also makes clear that these are spoken in 

broad terms and that there are exceptions. Respondent E reflects that the community manager 

role is one of the easier ways to get into the gaming industry, as it does not require a degree in 

coding, game design or similar. At least in the beginning, she corrects, as currently the supply 

of people who want that job is quite high and it’s a position that’s highly sought after. When 

respondent D thinks about the male community managers she knows of, she notes that they’re 

either married, have families, they’re in touch with their emotions, have a better 

understanding of their emotional capabilities, or clearly show an ability to convey humanity 

and humility.  

5 Discussion 

5.1 The company shield and sexism 

As we’ve gathered from the existing research and the results of the qualitative interviews, 

working in the online space is challenging. The community manager role rose together with 

the playbor concept, where play becomes work and work becomes play. The community 

member turned corporate translator and facilitator for symbiosis between business and 

customers. It is unfortunate to see that there’s an expectation that the community manager is 

to act as a shield for the developers, but as Respondent A explained the effects of hiring a 

community manager paid off for InnerSloth and Victoria Tran. Taking over the job as 

community manager the small development team originally had to handle, gave the 

developers time and space to focus on their work and excel at that. But acting as a shield can 

also go the other way. If there isn’t understanding and respect of what a community manager 

does, the friction within the company limits the community manager abilities to do their job 
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properly as heard by Respondent D and her problems in previous workplaces. The added toll 

of having to validate her role became another emotional labor she had to deal with. 

Working in the online space, they’re almost expected to face harassment and being the 

punching bag. As Respondent B voices, there is not a lack of threats and harassment in the 

job. Furthermore, there is the issue of sexism in the video game industry that still prevails. 

Women and non-binaries often deal with constantly having to legitimize their place in the 

game industry. As Respondent C voiced, the community always expects a man, and once they 

realize she’s not, the attitude towards her changes. 

However, the results indicate there is not as many issues with sexism regarding women in 

community manager jobs as the research implies. The research talks about the potential for 

severe consequences when a community manager’s personal opinions can become the target 

of online harassment. Or the prevailing issue concerning sexual assault, harassment and 

#MeToo. Yet that is not the reality that the respondents are describing. A possibility for why 

my findings and the research doesn’t line up could be that the research has an American 

focus, while I in my research have a Scandinavian focus, where the inequality between the 

genders is statistically less prevalent. Another possibility is that all the respondents have equal 

awareness of the sexism in the industry. This could be the case as I chose the interview 

subjects from my own networks. As I naturally surround myself with people with relatively 

equal values and experiences, it is possible that the lack of respondent variation is caused by a 

too homogenous subject pool. 

All together it doesn’t mean that the existing research is incorrect, it could be the result of this 

paper’s pointed angle in exploring the thesis. In the examination of why women dominate the 

community manager role while the video game industry is male dominated, I chose 

qualitative interviews as the researching method. While this gives a detailed description of 

reality, it only gives a partial view from the few interview subjects I’ve chosen. It cannot be 

considered a complete picture of the subject. 

5.2 Soft skills and ERA 

As I was interviewing the respondents something became increasingly clear. They all shared 

certain qualities and soft skills that research highlighted is needed to be a good community 
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manager. All respondents have a passion for the gaming industry that was there before they 

got into the community manager role, and they seemingly naturally gravitated to the work. 

They all expressed deep care and enthusiasm for the work and appeared to find great 

accomplishment in it, even with the emotional toll it takes. This aligns with Shuler and 

Sypher’s (2000) research that says while the work is labor-intensive it also greatly rewarding 

for the people who are drawn to emotional challenges. 

The results also support what the research indicates, they all show characteristics of high 

empathy and desire to interact with communities and gamers. The men interviewed were no 

exception which may correlate with Respondent D’s observations. Both men show great 

understanding of their emotional capabilities and are in touch with their feelings. There is too 

little data if this is due to Respondent A’s upbringing with a single mother or Respondent B 

being a family man, but it is interesting to note the possibility of those factors affecting one’s 

personality. Another possibility is that with both men having many years’ experience in the 

industry, they could have unknowingly honed their emotion-regulation abilities (ERA) over 

the years. 

There could be drawn a correlation between a person’s ERA level and how in touch with their 

feminine side they are. What both the existing research and this paper’s inquiry agree on is 

that a possibility for why there’s a majority of women in community manager roles is related 

to soft skills, but also gender, more specifically gender stereotypes. As research has shown, 

soft skills and feminized labor are the cornerstones of the community management work, 

which does not mean that only women can be good at it. While the research has revealed that 

the soft skills come naturally to women, there’s an added layer to this answer. With men 

entering the space it becomes clear that there is more to it than a person’s gender. The 

interview subjects have pointed out that there is a relation between soft skills and the gender 

stereotypes which is being dismantled. Toxic masculinity is being demolished, and with it the 

faulty notion that men cannot be in touch with their feelings. This societal change makes 

room for men to tap into their soft skills and utilize it in work with less prejudice. The gender 

roles and stereotypes are being confronted, allowing men to exhibit what before was seen as 

feminine qualities. While the community manager role is currently dominated by women, it is 

entirely possible that an increase in men can be expected as more men embrace their more 

feminine qualities including what’s been described as soft skills.  
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5.3 Emotional labor awareness and well-being in online work 

It’s interesting that while there is some awareness of the emotionally intense work behind 

community management, none of the respondents were familiar with the term emotional 

labor. A possibility could be due to the research concerning community management work 

and the game industry is still limited and has perhaps not reached more than the particularly 

interested. Through this paper we have seen how knowledge about emotional labor is 

important as it is a large part of what community management work requires. As the industry 

becomes more aware of this labor, the people who use it in their work will understand more of 

what they’re doing, why they’re doing it and the possible dangers of the work. Not only to 

prevent burnout, but also to educate and justify their work to possible internal resistance. The 

respondents share different things they’ve learnt to maintain a strong mental health, like 

limiting the usage of certain social media platforms and programs, and utilizing the safety net 

their workplace offers. They must actively create barriers to prevent the playbor becoming too 

intense, and the respondents end up catching themselves working at all hours of the day and 

week. Analyzing the findings there is no connection between the precautions the different 

respondents take to their experiences as community managers as either gender. The only 

correlation that could be drawn is how Respondent A burned out a few times in his career 

while the other respondents haven’t. That is, however, too thin an argument with only 

qualitative interviews to support it. With qualitative data that could indicate the commonality 

of men in community manager jobs and burnout, it could be made an argument. 

By increased awareness of the intricacy behind emotional labor, it is the hope of this paper 

that people find reassurance that much of their experiences are a natural reaction to neglect of 

the emotional work. That ultimately, just like how Respondent E researched social 

psychology to better understand the different situations her work presented to her, so will 

hopefully the knowledge of emotional labor help improve the working conditions for 

community managers. 

6 Reflection 

There are some important factors to take into consideration when evaluating the results of this 

paper. Firstly, I need to declare that these findings are not conclusive and further study is 
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needed to grasp the complexity of why there’s a majority of women in the community 

manager role in the male dominated gaming industry. There is also limited existing research 

on this topic, which was part of my motivation to study this further. The choice to investigate 

the thesis with qualitative interviews gave me the opportunity to grasp a fuller picture of the 

current reality than if I had chosen a purely quantitative approach. However, it did come with 

some downsides to consider. It did not allow to test theories that arose during the interviews, 

for example if there is a correlation between men who practice emotional labor and a higher 

chance of experiencing job burnout than women who do the same work. 

Furthermore, I must be critical of my own bias. As a woman working in the gaming industry, 

I have personal experiences in the field that I’ve tried to not affect the interviews, result 

selection and discussion. It can, however, not be completely ruled out as a factor. Most of the 

interview subjects are people I already have relations to which also can create bias. Both on 

the respondents’ side that they want to describe the results they believe I want, and that I may 

portray them in a more positive light than if I didn’t have a relation to them prior to the 

interview. 

7 Conclusion 

Exploring why there is a majority of women in the community manager role in the video 

game industry which is dominated by men has led to some interesting discoveries. While 

there is research indicating that sexism still prevails in the game industry, the exploration of 

the thesis has not yielded any conclusive results if that has any connections. That indicate my 

findings reflect only the Scandinavian part of the game industry or the network I have. 

By first glance there seems like no link between the genders and their characteristics of high 

empathy and desire to interact with communities and gamers. Yet upon further analysis of the 

respondents’ responses, it can be argued that men who excel in emotional labor have, in 

comparison with other men, a greater than average understanding of their emotional 

capabilities and are more in touch with their own feelings. However, it requires further study 

to test this theory as the factors affecting this observation are too many. 

In correlation with the current research, there is a consistency between soft skills and gender 

in community management, yet I would like to push it further by stating it relates to the 
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gender stereotypes in society. Though the female dominance as community managers in the 

male dominated game industry can be attributed to their seemingly natural nurturing and 

empathic characteristics, I propose that those are attributes to the female stereotype and not 

linked to a person’s gender. This can be seen as men are entering the role together with the 

gender stereotypes being dismantled, allowing men to embrace their more feminine and 

emotional side. Subsequently enabling them to better utilize soft skills and emotional labor in 

community management work.   

There is a general lack of awareness of emotional labor as a term, but the concept is familiar 

to all respondents. This can indicate that there is much more to be explored on the topic, in 

addition to the need to educate to strengthen community managers in their ability to work in a 

healthy manner. It is the hope of this paper that by bringing this to light, the workers can both 

find reassurance of their experiences and tools to improve their work and working conditions. 

For further understanding of this issue, I recommend continuing this research in a larger 

capacity, with the possibility to strengthen the research with quantitative methods such as 

surveys. For added depth, I suggest exploring the possible connection between men in 

community management and their emotion-regulation abilities in relation to the gender 

stereotypes. 
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