
DOI: 10.4236/ajibm.2021.112013  Feb. 24, 2021 202 American Journal of Industrial and Business Management 

Telework Triggered by Epidemic: Effective 
Communication Improvement of 
Telecommuting in Workgroups during 
COVID-19 

Jiaze Ma 

Moorpark College, Moorprk, CA, USA 

Abstract 
The COVID-19 pandemic has unleashed a public health crisis globally and 
has compelled many people to work from home. Telework thus enables them 
to carry out their work remotely and to keep the company running smoothly. 
This study aims to provide insights for organizations in terms of telecom-
muting on effective communication, using combined desk research with syn-
thesized data from various sources. The research identifies the benefits and 
drawbacks of telework in the first place. The author then discusses whether 
telecommuting will persist in the future. In the end, managers and employees 
are encouraged to enhance communication from several perspectives since 
telework will probably be realized in the near future. At the same time, com-
panies and organizations should take quick actions as a response to the 
changing pattern of work. 
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1. Introduction

The influence of telecommuting on communication efficiency lies in that it 
makes communication more efficient and faster. Video and telephone commu-
nication can improve team collaboration efficiency, and virtual reality teleconfe-
rence and a cooperative office in the 5G era will be in fashion. Before 
COVID-19, telecommuting can be used as a tool for the flexible management of 
human resources and the promotion of marketing mode transformation, so as to 
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improve the communication efficiency among team members, teams, and or-
ganizations, so as to enhance the potential level of sustainable development of 
enterprises.  

According to Global Workplace Analytics, there were 1.8 million telecommu-
ters in China in 2005, 3.6 million in 2014, and just under 5 million in 2018. In 
the US, 30 million people Work from Home (WFH), or 16 to 19 percent of the 
working population. The more international the organization, the more recep-
tive and adaptable it is to telecommute. In particular, Google, Facebook, Twitter, 
and other Internet giants even set working from home as an employee benefit 
(Global Workplace Analytics, 2020). However, due to COVID-19, a great num-
ber of workforces begin to work at home which is so-called telework. According 
to statistics, nearly 60% of the US current workforce (Gajendran & Harrison, 
2007) and nearly 50% EU workforce are working remotely (Globalworkplacea-
nalytics, 2020). 

2. Literature Review 

Telecommuting, known as telework or remote work, is a technology-driven 
mode of work. It is the most well-known form of distributed work and has be-
come a widespread practice. Telecommuting (also known as working from 
home) is a work arrangement in which employees work outside the office, 
usually at home or close to home (including cafes, libraries, and various other 
locations) (Gajendran & Harrison, 2007). Rather than traveling to the office, 
employees “travel” via telecommunication links and stay in touch with 
co-workers and employers via phone and email. Workers may occasionally enter 
the office to attend meetings and contact their employer. Work remotely from 
the delivery site use information and communication technologies (ICT) (Beat-
tie & Ellis, 2017). This simply refers to individuals working at households rather 
than offices due to various reasons.  

Telecommuting practices include multiple aspects (Gajendran & Harrison, 
2007): 

1) use of a variety of work locations (i.e., a central office, a home, or in a third 
location, such as a satellite office); 

2) importance and types of ICT use; 
3) the contractual relationship between the organization and remote workers 

(i.e. employees, self-employed workers, or contractors); 
4) location time distribution (i.e. the proportion of working hours outside the 

central office).  

Effective Communication 

Communication refers to the process that people were informed and guided to 
reach a positive result. In other words, effective communication involves not 
only the ways managers talk guide their employees but also the methods the 
managers catch adequate attention from staff (Beattie & Ellis, 2017).  
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Communication is complicated in terms of organizational management. 
Apart from the human resource department in every organization, there should 
be a specific communication process which is isolated in the organization, and 
managers should well manage communication process within the companies in 
order to deal with conflicts or motivate employees (Bucăţa & Rizescu, 2017). In 
general, a successful communication process can enhance job satisfaction, effi-
ciency, and productivity. Moreover, Bucăţa & Rizescu also listed two models 
which are: organization relationship between types of managerial problems and 
managerial decisions in communicating perspective, and organizational culture 
and communication (Bucăţa & Rizescu, 2017). These two models emphasized 
the significance of effective communication and managerial decision with the 
organizations. In short, internal effective communication involves not only stimu-
lation or encouragement of employees but also sufficient professional information 
to reach certain fulfillment of both employees and the company itself.  

Therefore, the process of communication in a business is therefore an integral 
mechanism, a basic administrative method. The role of the contact is to be used 
as a management mechanism to facilitate ties between citizens and to establish 
an atmosphere that is favorable to the internal growth of the organization. 

Though telework has many conveniences for employees, whether to decide 
telework to become a part of the future of an organization is still controversial 
and it is not seen as a positive working style since there are some unstable factors 
that determine further productivity or profits of the company (Harker Martin & 
MacDonnell, 2012). Managers are unwilling to implement telework program-
mers. As far as findings are concerned, there is no conclusive proof that tele-
working enhance worker satisfaction and efficiency, so three avenues for future 
studies are suggested: consider the community and organizational level to clarify 
the effect of teleworking on various jobs, rethink the motives for teleworking 
(Bailey & Kurland, 2002). Telework is especially important to improve the suc-
cessful fulfillment of teams and individual remote-jobs, while at the same time 
providing a method to reduce the social alienation of remote workers (Venka-
tesh & Speier, 2000). 

Just as Mello (2007) stated, Teleworking, however, affects the dynamics of the 
employer-employee relationship which, if not applied strategically, can have a 
variety of negative consequences on the company. Six key issues on the organi-
zation of telework on the meaning (Ellison, 1999), calculation and reach of tele-
work; the management of teleworkers; the effect of telework on travel; the cor-
porate atmosphere and alienation of employees; the boundary between home 
and work; and the impact of telework on individuals and families. 

3. Research Question 

Based on a short review and discussion in the previous section, the main re-
search question is raised as follows: 

What are the improvements for telecommuting on communication manage-
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ment to optimize? 
Two more sub-questions are needed to address the main issue. 
1) What are the advantages and disadvantages of telecommuting? 
2) What are the factors related to telecommuting that influence communica-

tion for organizations regarding global pandemic? 
3) What is the future tendency of telecommuting in the world? 

4. Methodology 
Literature Research Method 

The literature research method is applied to obtain information by investigating 
related literature including research, articles, or sources from official websites, 
etc. It aims to comprehensively and correctly understand and master the prob-
lem to be studied. Literature research is widely used in various disciplines. This 
research sourced data from official websites and results concluded from aca-
demic articles to reach findings. Firstly, the researcher sourced from academic 
articles to discuss the benefits and shortcomings of telework. Secondly, the re-
searcher sourced from articles and another official website such as Statista or 
government websites to analyze factors influence effective commutations. Final-
ly, data from official websites and from previous research were combined in or-
der to find whether telework will be the future trend. The author then synthe-
sized and contrasted findings in order or contribute to a new field of knowledge 
and fill a knowledge gap in terms of relations between future telework and effec-
tive communication process within organizations. 

5. Findings 
5.1. Benefits of Telecommuting 

1) It improves the communication efficiency of enterprise teams through 
telecommuting under COVID-19 

Telecommuting, online clocking, video conferencing, and video recruitment 
interviews provide technical support for the interpersonal, team, and organiza-
tional communication. Non-local offices such as home offices, remote offices, 
and mobile offices can make the operation cost of enterprises lower. 

However, problems such as labor shortage, internal stability of the organiza-
tion, and employee panic still exist within the company. How can an enterprise 
cope with global public events in an active and effective way? Telecommuting, as 
a tool, can strengthen flexible management of human resources, promote the 
transformation of the marketing model, etc., so as to improve the communica-
tion efficiency between teams and organizations, so as to enhance the potential 
level of sustainable development of the enterprise (Zhang, 2020b). 

2) Flexible human resource management & Innovated traditional per-
formance appraisal mode and realize result-oriented performance appraisal 

Information can be transmitted timely across countries, regions, industries, 
and enterprises due to technological progress, but information asymmetry still 
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exists. It is especially important for people, enterprises, organizations, and 
groups to trust each other (Wen, 2020). 

3) Construct flexible work system to realize the innovation of organiza-
tional system with flexible work mode 

A flexible working system means that working hours, working places, working 
methods, and employment methods (in addition to the signing of labor con-
tracts, third-party cooperation, outsourcing, temporary employment, etc.) can 
be deployed according to needs. The flexible working system and flexible work-
ing mode enable enterprises to quickly adjust enterprise size, strategic objectives, 
and production and operation mode (Liu, 2020).   

According to the actual situation of employees and organizational task as-
signment, the business managers can adjust and classify the management. Such 
as reasonable deployment of outsourcing services, core technology, peripheral 
RESEARCH and development, collaborative work, telecommuting, and other 
different communication and processing methods, the deployment of human 
resources can reshape the organizational business system, and then innovate the 
organizational system (Abulibdeh, 2020). 

4) Improve staff skills and optimize training system 
After the outbreak of the epidemic, it was difficult for employees to return to 

work, talents in key positions were not available, and the resumption of work 
and production was blocked. In particular, asset-light and high-tech enterprises 
with outsourcing research and development and service were particularly 
prominent. At the information communication level, online communication, 
“cloud service” and instant telephone and video conference can alleviate the 
“think tank” problem (Harker Martin & MacDonnell, 2012). 

5) Transformation from traditional marketing to CUSTOMER relation-
ship management 

Online office and enterprise information management is the trend of The 
Times, the traditional enterprise should not only maintain current customer re-
sources, but also develop new markets, using the outbreak can reshape the en-
terprise industry chain, transferring the core of the marketing business to the 
customer relationship management, use of B2C thinking, such as using CRM as 
the first universal office means (Zhang, 2020a), one is to reduce customer rela-
tionship maintenance costs, the second is to dig valuable customers continue to 
follow up, 3 it is rapidly to form new interactive management, realize the trans-
formation of customer relationship management service, for customers tailored 
one-click solution, very beneficial to the promotion of the competitiveness of the 
enterprise. 

5.2. Drawbacks of Telecommuting  

However, there are still some drawbacks of telecommuting. Some employees 
cannot telecommute because their organization does not allow it (Koh, 2013). 
On the other hand, even if the organization offers options, some employees 
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cannot commute as their supervisors do not approve the arrangement (namely 
that, supervisors often act as gatekeepers) (Koh, 2013).  

Another case is that, within other organizations that support telecommuting, 
some employees may be hampered by the nature of their work, such as front-line 
customer service. Moreover, some employees may not be able to get the technic-
al support they need to commute. Organizations dealing with confidential in-
formation often use virtual protocol networks (VPNs) for external access, thus, 
employees commuting to work need a company-approved VPN account for 
laptop computers and home Internet access. Furthermore, some employees can 
commute according to their needs but can choose not to commute (Koh, 2013). 

Changing the workplace from a regular office to a home or other location is 
likely to change the frequency, quality, and, by definition, the way people inte-
ract with other organization members. Telecommuting gives employees the op-
tion of working away from a central location. By saving transport trouble, time, 
and staff money, it can also reduce work costs and (in many cases) eliminate the 
need for formal business attire. By offering telecommuting opportunities, such 
an arrangement can also symbolize an employer’s willingness to change the 
work environment according to the needs of the employee (Gajendran & Harri-
son, 2007). If commuting is meant to enhance people’s autonomy and reduce 
work-family conflict, this, in turn, will enhance work-related attitudes, improve 
performance and reduce stress. At the same time, if telecommuting also destroys 
important work relationships and impedes career advancement, it means that 
work and non-work areas of achievement come at the expense or are negatively 
correlated with work in a relationship or social areas (Gajendran & Harrison, 
2007). 

Managerial communication must consider several criteria (Burnside-Lawry, 
2011). The first one is the specific structure of the information which can be un-
derstood easily and completely. Secondly, ensuring a fast information transmis-
sion. Thirdly, fluency and guarantee of correspondence reversibility. Fourthly, 
the communication channels should be simplified as much as possible. Lastly, 
ensure the stability and adaptability of the communication network to be used 
for any circumstance. 

5.3. Factors Related to Telecommuting That Influence  
Communication for Organizations Regarding  
Global Pandemic 

Telecommuting is seen as quite easy for employees to adapt (Travares, Santos, 
Diogo, & Ratten, 2020). Similarly, the majority of respondents considered re-
mote work to be a positive and rewarding experience (Varrella, 2020). At the 
same time, most of the respondents did not feel working from home to be too 
heavy or complicated. Moreover, only one-third of them felt that smart work 
was alienating and exhausting. 

There are some shortcomings of this specific way of working (Travares, San-
tos, Diogo, & Ratten, 2020). One thing is that there is a lack of cohesion among 
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coworkers. In other words, some workers need professional interactions or 
communication where telecommuting may not realize. Similarly, employees 
have struggled because they also did not have enough infrastructures such as 
printers or other equipment of office, which is seen as inconvenient. Similarly, 
with numerical data shown from Statista (Varrella, 2020), the majority of the in-
terviewers are willing to work from home. Four countries’ employees were ana-
lyzed seen in Figure 1 which are the US, Germany, United Kingdom, and China. 
From this, it can be concluded that nearly 90% of employees are willing to work 
at home but only a few of employees see telework without challenges. In other 
words, roughly 65% of employees find difficulties of remote work in terms of 
lacking resources, corporations with coworkers, space at home. Another issue 
raised is that employees may come across problems in terms of arranging sche-
dules and balance between family and work, e.g., accompanying children or 
marriage. This could suggest that even though telework is becoming necessary or 
popular, people still coming across different types of challenges when doing that. 

A research has concluded that, factors that impact effective telework are 
ranged from gender, age, educational level, working experiences and experiences 
of telework (Raišienė, Rapuano, Varkulevičiūtė, & Stachová, 2020). After ana-
lyzing all the results of the report, the best candidate for the remote will be 
someone who has the following characteristics: being a millennial woman with a 
higher education degree, 4 - 10 years of professional experience, and working 
from home two days a week in a managerial and administrative position. 
Around the same time, the least happy remote worker seems to be a baby boo-
mer male with a college degree, 20+ years of career experience, and who has just 
begun working remotely. 

The explanation for this is that telework is more rewarding for youthful, mid-
dle-aged professionals who can mix telework with office work and have ample 
technical and telework expertise (started teleworking before quarantine). 

In the meantime, older workers who worked nearly three or more days a week 
 

 
Figure 1. Perspectives of telework sourced from four countries. 
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before quarantine were less pleased with teleworking, particularly those who 
moved their entire job to a virtual contact and coordination atmosphere during 
quarantine. 

At the same time, some benefits and drawbacks were established. Telework-
ing, for example, may minimize unwanted gossip among workers. Conversely, 
during quarantine, those who served remotely stressed the need for socialization 
rather than quarantine. 

5.4. Future Tendency of Telecommuting in the World 

The rise of the “online economy” offers opportunities. Corporate office software 
has leapt to the top of the APP Store, distance learning has boosted sales of the 
iPad, and full online car purchases are also on the rise. In the face of the epi-
demic, online food shopping, online education and online office came to the 
front, and even heavy assets such as real estate, promoted by the Internet plat-
form, set off a wave of online house viewing and online contract signing, which 
accelerated the process of real estate digitization (Zhang, 2020b). 

Remote work has proven to be a successful alternative for several businesses 
and staff over the year. Although some businesses are anxious to bring their 
workers back to the workplace, others are already making moves that could 
permanently shift vast numbers of employees to remote jobs in the near future. 
New research reveals how a large number of the company’s divisions are ex-
pecting to continue operating remotely five years from now. 

According to a recent study published by Upwork, almost 23 percent of U.S. 
work teams and divisions are preparing to begin operating remotely five years 
from now. This is an improvement of more than 10 percentage points relative to 
the amount operating remotely before the pandemic. About 63 percent of teams 
and agencies are preparing to return to a completely remote workflow, while 
about 15 percent claim they will operate partly remotely in the next five years – a 
rise of almost six percentage points from the pre-pandemic era. Overall, research 
in some organizations reveals that remote work has grown to become an equiva-
lent—if not stronger—alternative to in-office work in 2020. Several months of 
fine-tuning hierarchical processes within a remote environment have contri-
buted to a new normalization of activities and projects. According to Upwork, 
self-employed employment is also a burgeoning development as more people 
feel attracted to a more stable, remote lifestyle of work. Since many businesses 
are now more used to the resources and technology required to operate remote-
ly, freelancers have become a more enticing choice for many employers (Varrel-
la, 2020).  

According to the research (Ozimek, 2020), which results reflect the views and 
plans of those who have a direct impact on corporate telework decisions. The 
research suggests that the telework experiment is going better than expected for 
hiring managers. The perceived benefits of teleworking have led companies to 
significantly increase their plans for remote hiring in the future, which will acce-
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lerate the already upward trend of more remote work. Similar to the research 
have concluded that the interaction between everyday COVID-19 job setbacks 
and fatigue would be more favorable for teleworkers with higher work-to-worker 
interdependence (Chong, Huang, & Chang, 2020), but companies could ease the 
positive relationship between end-to-day exhaustion and next-day work-out ac-
tions by offering higher telework-to-work help to employees. 

5.4.1. Technical Interaction Makes Communication More Efficient and  
Convenient 

With the continuous expansion of the company’s business areas, regions, and 
customer resources, more and more personnel interact and communicate 
through E-mail, short messages, and instant messaging tools, which can not only 
reduce the cost of space and time communication but also make communication 
more efficient and faster (Ding & Molina, 2020). 

5.4.2. Video Communication Will Realize “Face-to-Face” Communication 
Face-to-face requests are more than twice as successful as those made via email. 
Video calls can see the body language and micro-expressions of the other person 
in the context of the conversation, providing valuable visual clues for all parties 
and generating empathy in the context of the conversation. Leaders in the future 
could use videoconferencing regularly and schedule “social time” during meet-
ings. Through “social time”, employees can keep up with each other and enjoy 
each other’s company, thus increasing the sense of closeness between teams and 
improving the efficiency of teamwork (Ding & Molina, 2020). 

5.4.3. Telephone Communication to Feel Emotional Changes 
Written words cannot make the other party feel the changes of expression, emo-
tion, and body language. The tone of voice communication can endure different 
dimensions and levels of language and express different emotions. At the same 
time, it can share and communicate feelings with others to achieve effective 
communication. 

5.4.4. Virtual Reality Teleconference and Collaborative Office Will Be the  
Trend in the 5G Era 

The virtual reality environment can break through the time and space con-
straints and has the temporality, can feel and truly restore the real meeting scene 
and communication mode, stereo images and audio can enjoy the immersive 
experience. The 3D conference, relying on virtual reality technology, is applied 
in remote meeting collaboration, such as team meetings, training, launch event, 
exhibition, distance education, and so on. The conference scale of the 3D confe-
rence can reach tens of thousands of people. 

6. Discussion & Results 

Telecommuting or telework is becoming a trend especially under the global 
pandemic background, where individuals from different industries are forced to 
work at home. The desk research has managed to answer three sub-questions as 
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thoroughly as possible. The benefits of telecommuting are various: 
1) Improve the communication efficiency of enterprise teams; 
2) Reach flexible human resource management under the epidemic situation; 
3) Innovate traditional performance appraisal mode and realize result-oriented 

performance appraisal; 
4) Construct a flexible work system to realize the innovation;  
5) Enhanced collaborative creation of organizations and implement flexible 

salary system; 
6) Improve staff skills and optimize training system; 
7) Transformation from traditional marketing to CUSTOMER relationship 

management; 
8) Cost-efficient. 
However, the research also reveals some drawbacks of telework. For instance, 

there is no sufficient equipment or infrastructure for telework when employees 
at home. They may ask for printers or more professional support in terms of 
skills or other necessary things. Moreover, employees find it hard to manage and 
balance work and home from telework, e.g., children, family time, or working 
schedule. This could suggest that telecommuting is harming the internal com-
munication environment to some extent under outbreak. 

Another result is that telework is influenced by many precited factors such as 
age, gender, educational level, working experiences, telework experiences of em-
ployees. For instance, females may find it interesting and easy to handle work at 
home whereas males are more interested in working at an office. Similar to 
drawbacks, lack of resources and space or corporations within teamwork are also 
affected characteristics of commuting.   

The future of telework in 5 - 10 years is expected to be realized. The user ha-
bits of telecommuting will further increase globally in the future, but previous 
solutions have technical, equipment, software, or infrastructure shortcomings 
that cannot match the needs of enterprises and employees, especially in some of 
the more specialized application scenarios, such as complex 3D rendering, 
high-precision physical simulation, low-latency VR&AR, etc. Virtualized office 
is the best solution, virtualization can provide an excellent user experience for 
remote employees while ensuring the security of sensitive data. 

In summary, the benefits of telework outweigh its drawbacks. Although there 
are risk factors of telework, telework will be a trend in the future. 

7. Conclusion 

In order to benefit from this trend, policymakers must aim to accelerate creativ-
ity and efficiency growth by encouraging the universal use of telework. Manag-
ers must be mindful that perseverance in learning how to communicate should 
be a high priority for them as a core talent which they must procure or refine in 
order to achieve the anticipated outcomes set out in the goals of the business. 
The way of performance appraisal changes with it and gradually changes into 

https://doi.org/10.4236/ajibm.2021.112013


J. Z. Ma 
 

 

DOI: 10.4236/ajibm.2021.112013 212 American Journal of Industrial and Business Management 
 

more quantifiable appraisal indicators. On the one hand, enterprises should be 
flexible in dealing with formal punching and attendance; on the other hand, 
achieve results-oriented performance appraisal. 

Another recommendation is that, to pay attention to the collaborative creation 
of organizations and implement a flexible salary system. Cross-departmental col-
laboration is the key to improve organizational efficiency within an enterprise. 
From the perspective of collaboration, for telecommuting employees, due to re-
gional and temporal differences in work, the human resource management de-
partment not only needs to carry out online collaboration but also needs to 
complete online and offline communication and coordination. From the pers-
pective of the definition of authority and responsibility of departments in a spe-
cial period, it is necessary to create a “community of interests” for all mem-
bers—all members should have the collective consciousness of sharing interests 
and risks, so as to avoid the buck-passing caused by factors such as multiple de-
partments and management levels. From the perspective of distribution me-
chanism, the flexible salary system of individual employee salary performance 
and team organization goal decentralization and comprehensive evaluation 
should be implemented, so that the work quality and organizational perfor-
mance of employees can be full of vitality during the epidemic period.  

In terms of recruitment methods and employment system, it is necessary to 
excavate external talents to make up for the shortage of internal human re-
sources. At the level of constructing and reshaping the training system, enter-
prises are required to pay full attention to the growth of employees, to enable 
employees and extensively develop their skills, so as to meet the immediate 
needs of enterprises for human resources through the mutual supplementing of 
employees within enterprises (Liu, 2020). 

Subsequently, according to the results of the research, more specifically, man-
agers shall take into account factors that may influence the telework of em-
ployees. Females may be more advised to work at home compared to males, and 
managers should encourage telework for employees with higher education and 
over 20 years of working experience. Moreover, it is recommended to train em-
ployees in terms of time management and provide physiology support for 
long-term telework employees. Meanwhile, companies shall make sure to pro-
vide adequate equipment or infrastructure for telework to ensure effective and 
enough communication or corporation among the staff. 

Lastly, both managers and organizations shall prepare to accept the future 
trend of telework so as to adopt new technology and working environment. This 
suggested that they should provide enough training in terms of IT skills, remote 
language skills, remote corporations, communication skills remotely, etc. (Carol 
Rozwell, 2020). 

8. Limitations and Future Research 

This study is a directional study based on COVID-19. Although there are certain 
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people who have studied what teleworking is, because COVID-19 is a recent 
global event, we cannot accurately derive solutions to accurately deal with in-
tra-company communication through very few statistics or literature studies. 
Future relevant research could be about three areas. 
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Availability of Data 

Ensure that people who work from home as a result of COVID-19, or who al-
ready work from home and continue to do so, can be interviewed. This will en-
sure the integrity of the sample as well as the accuracy of the data. 

Bias Due to Cultural or Personal Factors 

Researchers may be biased by their cultural background and personal claims 
about a particular phenomenon, and this bias may affect the validity of the 
study. Also, the researcher may only cite information or results that support 
their own research hypothesis. To avoid this problem, one should interview 
people from different countries and try to enlarge the sample as much as possi-
ble. This will allow directional recommendations and decisions to be made for 
companies in different countries. 
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