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Abstract

The rise of the Covid-19 pandemic has changed companies, organizations, and
institutions in their day-to-day activities [Def+20]. Although research suggests that
organizations can often deal with rapid change, many organizations and institutions
were caught unprepared. Usually, this is not a problem as it often only affects a single
company. However, the pandemic affected the whole global market [Obr+20]. This
study aims to provide insights and recommendations incorporating the changing
norms and work practices of Small-Medium-Enterprises in The Netherlands during
the Covid-19 pandemic and how these changes affected the employees’ experience
and well-being, with emphasis on the effect of digital technology shifts. Following
a literature study, organizations from different sectors in The Netherlands were
interviewed and surveyed. Managers from four organizations were interviewed
and 33 eligible survey responses were gathered from employees. Results reveal
that organizations were heavily affected during the pandemic and implemented a
large number of tools and technologies. Participants of the interviews and survey
reported an increase in efficiency and productivity due to the changing norms, work
practices, and technology uptakes that took place. These changes, however, did
not always improve the performance of organizations and the well-being of their
employees. We conclude this thesis with recommendations on how organizations can
improve their processes, as a result of the lessons learned during the pandemic. Our
recommendations include proposed changes in the implementation time, the shift in
communications, the streamlining of the employee’s overview, and the improvement
of accessibility, availability, motivation, and energy.
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Introduction 1
At the beginning of 2020, Europe was on the verge of a new crisis, as the World
Health Organization (WHO) confirmed that the coronavirus caused respiratory
sickness in individuals by spreading through the air [Doo+21; Soh+20]. At first, it
looked like Covid-19 would temporarily run its course around the planet, temporarily
slowing down the world economy, while an effective vaccine to limit its impact would
be attainable within a year. Instead, the Covid crisis had an enormous impact on the
world economy, which provoked policy reactions throughout the world [Vet+21],
and forced most countries to adopt different and radical restrictions that affected
the workplace.

Due to these policies & restrictions, employees and employers had to isolate them-
selves from each other. The restrictions ceased almost all social and business
activities and millions of people were likely to lose their jobs if nothing changed
[KG20]. This meant that companies, organizations, and institutions had to change
how they performed their day-to-day activities [Def+20]. This change came in many
forms. Tasks and meetings shifted from offline to online, social distance measures
were implemented, and employees started working from home (WFH) [Kni+21].
Due to this, employees of organizations increased their screen time while their
physical activity decreased [Bar+21]. This shift from offline to online also happened
quite suddenly. Therefore, many organizations and institutions were not prepared
for this kind of rapid change [SS20].

Research suggests that organizations often deal with unforeseen circumstances that
lead to crises. These crises are usually the consequence of humans, organizations, or
technological interactions that fail due to the shortcomings of an organization in
terms of infrastructure or preparedness [Shr+98]. In such crises, only a company
or part of the market is affected. However, the emergence of a pandemic crisis
affects the whole market in which organizations operate. The Covid-19 pandemic is
a crisis that affected markets around the world [Obr+20]. Due to this, the needs
of the industry were constantly changing, and new government laws were being
implemented, increasing the need for organizations to respond fast to unexpected
and expected events [LW20]. At the same time, Covid-19 demonstrated the ability
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of organizations to adapt to fast-changing situations [BB21; SW21], revolutionizing
their work practices and organizational culture [Chu+20].

Most studies to-date investigate the effects of the pandemic on higher education and
national economies [Agu+20; AA20; BQN20]. Few studies focus on the well-being
and experience of employees within organizations concerning, for instance, their
daily work procedures that shifted from offline to online with the help of digital
technology. Further, almost no studies investigate the effect of the pandemic on
Dutch organizations, which are expected to differ from – for example –their US
counterparts due to the differences in culture and management.

This thesis aims to fill this gap by providing a comprehensive assessment of the
effect of the pandemic and the subsequent digital technology uptake at the na-
tional level in Small-Medium-Enterprises (SMEs) in The Netherlands and to identify
crucial changes in their norms and work practices, as well as on its effect on em-
ployee experience and well-being. This is formalized in the following main research
question:

What was the effect of the pandemic on Dutch SMEs, with emphasis on
technology uptake, (digital) work practices, perceived organizational and
employee performance, experience, and well-being?

To answer this question, we will conduct exploratory interviews to identify which
topics reported in the literature are relevant to Dutch companies. Based on the
interview results and the relevant literature, a questionnaire will be developed and
distributed to more participants. The questionnaire results will help validate or
adjust the preliminary interview findings more systematically.

The rest of this thesis is structured as follows: Related Work covers the related
literature, focusing on how organizations deal with unforeseen circumstances and
crisis management. Next, the related work covers pandemic measures in Europe,
The Netherlands, and organizations within The Netherlands. Then, a deeper look
into quantitative and qualitative studies on the impact of the pandemic on sales,
perceived performance, and employee experience and well-being took place. The
Research Design section presents the research methodology implemented in this
research, including the interview and survey design. The Results section presents the
results of the data analysis. Next, we discuss the above findings in the Discussion
& Limitations section. Finally, the Conclusion section summarizes the results and
provides critical conclusions.

2 Chapter 1 Introduction



This study’s objective is to assess the impact of the digital transition on the norms
and work practices of organizations, as well as how these changes affected the well-
being and experience of the employees. The survey results will help organizations
learn what worked during the pandemic and what did not. This will create a set of
recommendations for organizations based on the assessment. As a result, this thesis
contributes to the following:

• Improvement of organizational changes related to organizational routines and
procedures by providing an overview of recommended change implementa-
tions.

• Improvement of organizational approaches related to remote work by provid-
ing an overview of recommended approaches to remote work.

• Improvement in how organizations can sustain their employee’s well-being &
experience through lessons learned from digital technology and remote work
practices during the pandemic.
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Related Work 2
Studies show that there has been a revolution in the work practices and culture
of organizations as an implication of the pandemic [Chu+20], including social
distancing measures, increased screen time, decreased physical activity, and an
increase in the amount of remote work performed [Bar+21]. In the next sections,
we will see how organizations tend to deal with unforeseen circumstances in general,
the measures they took to deal with this pandemic, and the quantitative impact the
pandemic had on organizations and their employees.

2.1 How Organizations Deal with Unforeseen
Circumstances

Organizations often face unexpected circumstances. These circumstances can occur
anytime and could be anything, including changes in the supply chain, changes in
the demand of customers, or new technologies that make their appearance. Such
unforeseen incidents could create a chaotic situation for organizations, and often
leave companies and organizations in a weaker state or position in the market.
These situations are often referred to as crises. A study by Drucker [Dru98] defines
crises as events and periods where incidents that have a negative impact on the
company occur unexpectedly. Organizations need to adapt or provide a rapid,
accurate, and correct response to such a crisis. If an organization is unable to
provide a response, the crisis can affect its overall operations and have unintended
consequences for the future operations of a company. These consequences could be
the layoff of employees, the destruction of products and/or services, or the drainage
of a company’s finances. For organizations, these crises are often called economic
crises [Dru98].

Economic crises have a larger effect than just on the company itself. An economic
crisis could, for example, damage the brand of an organization and create an
unattainable financial situation. In turn, brand damage could lead to decreased
trust in the company by its customers. The study of Shrivastava et al. [Shr+98]
suggests that these crises are usually the consequence of humans, organizations,
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or technological interactions that fail due to the shortcomings of an organization
in terms of infrastructure or preparedness in an organization. On the other hand,
Pearson and Clair [PC98] define a crisis as an organizational crisis that is caused by
obscure events. Such an organizational crisis requires a decision that will adapt to
the current situation.

Another form of an unforeseen circumstance is an operational risk. Operational
risks are dependent on uncertainties and their consequences. These risks often
occur during the day-to-day activities of a company, for example, trains that do not
work [AL05]. A more precise definition of operational risk is given by Fantazzini
et al. [FVG08] includes the direct and indirect losses caused by a malfunction of
procedures, human resources, or procedural problems. Operational risks often are
the cause of or coincide with crises.

In general, crises form hardships in organizations, whether they are the consequence
of a person or a system. These crises impact the whole organization and often
indirectly affect the broader market. Because of this, organizations need to prepare
for a potential crisis. One way to prepare is to establish a crisis management team.

2.1.1 Crisis Management and Slack within Organizations

There are many ways an organization could prepare for, or deal with situations
caused by a crisis. Ideally, an organization has set up a crisis management team.
This crisis management team must be able to change the organization to a new
situation or environment. At first, the team would have analyzed both threats and
opportunities before the crisis started. In this way, an organization is aware of some
of its strengths and weaknesses, and, in turn, the organization will be able to work on
them. The study by Coombs [Coo21] views only actions taken during a crisis as crisis
management, while researchers like Kuzmanova [Kuz16] describe crisis management
as more complicated. Kuzmanova states that companies need to assimilate various
activities within sub-sections of the company. This opens possibilities for the crisis
management team for in-time identification of the symptoms of a crisis, which in
turn overcomes or reduces the consequences of the crisis. Stanton [Sta02] suggests
that crisis management teams create a communication system beforehand. This
communication system can help to respond to different circumstances. This system
prepares people within the organization.

Crisis management teams are not perfect and sometimes make mistakes. Kuzmanova
[Kuz16] states that crisis management teams often underestimate risks that are
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relevant to an inevitable crisis, slow down the decision-making during a crisis, and
underestimate the damage inflicted by a crisis on different stakeholders. Another
mistake researchers recognized is that crisis management teams often start working
on a potential crisis after it has already spread [Ber06]. All things considered,
crisis management teams have the potential to slow down or stop the spread of
a crisis within a company. However, organizations must realize that there are not
perfect. Therefore, the organizations’ management teams must facilitate the crisis
management team to the best of their knowledge while simultaneously keeping a
close eye.

Another way for organizations to deal with crises is by ensuring there is "Slack" in the
system. Slack could be seen as the number of resources an organization has in stock
to mitigate risks. For a system or organization to run at optimal efficiency, the slack
within the organization has to be the right amount. An example of slack is having
an extra generator. If there is no second generator when the first one breaks down,
the organization could come to a halt. To avoid this, organizations ensure there
is enough stock to handle the system even in the event of a crisis [GO98; Zho11].
However, if the stocks of an organization are too large, it will hurt the flexibility.
This is because if an organization has more than four generators, it has a lot of
capital tied down. This will reduce cash flow and increase store costs. Therefore, it
is important for organizations to maintain the right balance. A stock large enough
to create slack, while simultaneously small enough to keep the flexibility within the
company is desirable [NG97; PA13].

2.1.2 Management during Covid-19

As mentioned above, a crisis affects the functionality of an organization. However,
the emergence of an epidemic affects the whole market in which an organization
operates. Therefore, it is important for organizational management to investigate the
current status of the workplace and its future evolution in the context of Covid-19
and after. Afterward, the organization’s management should create an environment
that enables a fast response to upcoming situations. Fast-responding organizations
excel in a rapid and unified response to unexpected events by creating solutions to a
variety of circumstances to reduce communication needs [BO11; BR01]. However,
sometimes management will need to deal with incidents that become so complicated
that regular processes are no longer adequate to perform their tasks [FX06]. If
this is the case, a fast-responding organization must change and operate outside
its routines. The study by Nicolini [Nic12] shows that fast-responding companies
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that are able to adapt during these crises are often practice-oriented. Therefore,
organizations can adapt and concentrate on work that employees do in unforeseen
situations [Isa+12; LR15].

2.2 Pandemic Measures

In the first months of 2020, Covid-19 spread rapidly among various European
nations. In doing so, the virus put a huge strain on the healthcare system of
various countries. This strain arose due to the lack of funding, material, and human
resources [DDG20; HSW20]. In turn, public health organizations urged preventative
public health measures to be implemented, both nationally and internationally. The
implementation of these measures in a systematic manner would help to slow down
the spread of Covid-19. The main goal of the proposed measures was to decrease
the pace of the virus. This way, the quality of the health care system would not
suffer [Ebr+20]. However, the measures also included basic hygienic advice, such
as frequent hand sanitizing and maintaining a safe social distance [Kuc+20].

2.2.1 Pandemic Measures of Europe

Although the first cases of Covid-19 in Europe appeared at the beginning of 2020,
most European countries took some time before implementing the proposed mea-
sures. As it became clear to the different countries that the pandemic needed to
be taken seriously, governments started to implement social isolation measures
that affected everyday people and organizations [Sag+20]. Figure 1 shows the
different restrictions per European country and their median number of deaths.
Although western countries responded after their first death, most eastern countries
responded before. Some countries restricted access through the borders and flights
entering the country, while others closed their borders completely and suspended
all flights [Hal+20]. Although the differences between individual nations might
seem huge, the study of Primc and Slabe-Erker [PS20] suggests that there is not a
single combination of the different measures to has led to the outcome of low or
high fatalities related to the Covid-19 virus. This information is important if similar
situations could occur in the future. To close the border or suspend flights entering
and leaving the country, many governments chose to declare a state of emergency
to unlock more government powers. These powers helped governments deal with
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Fig. 2.1.: Covid-19 public health measures, Europe (May 2020) [PS20]

the pandemic by making it easier to implement new pandemic measures and cre-
ate a fast-responding government for potential new Covid-19 variants. However,
Csernatoni [Cse20] states that governments could potentially misuse this power
by adopting questionable digital surveillance tools to track and trace the spread
of the virus. These state-of-the-art tracking apps could lead to the harmful effect
of governments misusing the technology in radical forms by creating a state-wide
surveillance system that gathers more than just Covid-19 information.

2.2.2 Pandemic Measures in the Netherlands

Like the other European nations, the Covid-19 pandemic required the government
of The Netherlands to intervene. The Dutch government created measures and
regulations in order to relieve the nationwide healthcare system.
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Fig. 2.2.: Covid-19 timeline of the Netherlands [Wee+20]

In Figure 2, the timeline of Covid-19 in the Netherlands is shown. In order to
prevent the ICU from overflowing with patients, policy-making was dominated by
the intelligent lockdown [Kru+20]. For businesses, the lockdown was strict. Many
establishments had to close and a visitation ban was implemented. Furthermore,
businesses that remained open were encouraged to work from home or keep a
physical distance between the employees and customers of 1,5 meters. Finally,
the government implemented economic measures for organizations that were the
hardest hit by the crisis [GBB21].

All in all, governmental pandemic measures have varied between countries. Where
other European countries had stricter measures at the start of the pandemic, The
Netherlands implemented the intelligent lockdown. This intelligent lockdown was a
combination of moderate and strict pandemic measures that relieved people during
their day-to-day lives. However, the lockdown measures for organizations remained
strict. Because of this, organizations had to come up with new ways to adapt to the
new measures.

2.2.3 Pandemic Measures and Solutions of Organizations

As mentioned before, the unforeseen circumstances created by the Covid-19 virus
resulted in substantial operational changes for employees. Because of this, busi-
nesses had to change their processes according to the new restrictions set up by
the government [Chu+20]. Therefore, organizations started altering the work-
ing environment to safeguard the social distance policies, while simultaneously
implementing technologies to modify existing processes.

2.2 Pandemic Measures 9



Organizations used different digital technology measures to modify these existing
processes. Some of these measures already existed within the organizations, while
others were completely new [Var+21].

One of the measures an organization could implement was the usage of online video
conferences. Online video conferences are meetings that take place online on a
platform where multiple people could join. In this way, organizations could gather
without breaking the pandemic restrictions. A study by Greenhalgh et al. [Gre+19]
showed that implementing video consultations is best implemented in stages while
working closely with IT support teams to quickly patch any technical procedures
and settings. Although the changes during Covid-19 were rapid and larger in scale
than the study described, it is best to uphold the principle of Greenhalgh et al.
[Gre+19]). In order to implement technologies, such as video conferences, organiza-
tions need to take care of both the design of the technology platform and the material
needed, since not all platforms offer the same amount of functionality. Different
applications are developed for different organizations and businesses to implement
video conferences (e.g., Microsoft Teams, Skype, and Zoom). Therefore, organi-
zations should start with the basic and trustworthy platforms over the advanced
platforms, as employees are easier to adapt to these platforms. These platforms
could be implemented on various devices (e.g., laptops, computers, mobile phones)
through software packages or organizational licenses. This enables employees to
conduct remote consultations. An organization can also look at the software already
implemented in its system when making a decision. For example, the Microsoft
software package does not just provide Microsoft Word and PowerPoint, most of the
time, it automatically includes Microsoft Teams. Because of this, companies do not
necessarily need to invest in a new software package.

Organizational routines and workflows are also affected by the Covid-19 virus.
Organizational routines and workflows are often activities that multiple different
employees handle repetitively. Therefore, an organization must take measures to
create new routines. Routines help employees collaborate and maintain mutual
awareness while aiding in the reduction of uncertainty. Organizations can do this,
for example, by making their employees book repetitive appointments with their
clients on the video conference platform. Research by Wherton et al. [Whe+20]
shows that implementing organizational measures could be difficult when it comes
to video conference platforms [Whe+20]. Because of this, organizations should take
into account that physical presence could be beneficial in specific cases [Swi+10].

Organizations can implement tool and process measures that help employees col-
laborate and execute routines and workflows successfully. The organization could

10 Chapter 2 Related Work



provide an evolved procedure that allows employees to be more efficient and make
faster decisions. However, organizations could implement measures that do not
require need any employee input at all. One such measure is Robotic Process Au-
tomation (RPA). Robotic Process Automation is a technology that helps organizations
automate business processes and activities. RPA is a combination of software, artifi-
cial intelligence, and machine learning algorithms that try to replicate the processes
and activities of employees [Aal20]. The technology produces rule-based activities
and shifts the tasks from employees to software robots [WW21]. The benefits of RPA
are that it cuts costs, saves time, and, most importantly, ensures business continuity
during unexpected crisis events such as a pandemic. Organizations see RPA as an
emerging and useful technology that could help implement new automated solutions
that could be remotely and centrally managed. They think robotics prevent human
error and have a higher level of consistency [Sid21].

Taking everything into consideration, starting a change within an organization
requires a structured approach to ensure enough resources and support during the
transition. This change could be in the form of a new system or routine. Therefore,
organizations should actively engage with their IT team and employees to properly
implement platforms, systems, and routines.

2.3 A Quantitative Look at the Impact of the Pandemic
on Organizations and Employees

Studies and information on organizations during the Covid-19 pandemic mainly take
a quantitative approach. These studies look at information through the literature or
focus on the methodology of multiple case studies by collecting data from multiple
organizations on a quantitative issue, such as questionnaires [Cho+20; Dwi+20].
Another way in which studies use the quantitative research method is by using
surveys to gather data in a suitable manner [AA21].

Generally, most quantitative research studies rely either on previous literature data
or questionnaires developed by the involved researchers [Ala20; Elt+21; HPV21;
Zai22]. The results of both the literature reviews and questionnaires often correlate
with the negative effect of Covid-19 on organizations. This negative effect affects
sales and, in turn, affects organizational performance. One of the most important
reasons for this impact is a change in customer behavior, as many customers are
no longer physically able to go to organizations. This behavior weakened the
environment in which organizations operate, creating challenges. These challenges

2.3 A Quantitative Look at the Impact of the Pandemic on
Organizations and Employees
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then led to a drop in customer purchasing behavior. This negative effect also affected
customer behavior in E-businesses as we can see in a study done by Hasanat et al.
[Has+20] in Malaysia. In the study, e-business organizations were hit as the buying
power of customers decreased due to the consequences of the pandemic. However, a
study done by Purba et al. [Pur+21] showed that digital marketing and E-business
have a significant positive effect on the sustainability of a business. As the pandemic
has changed organizations in many ways, the uncertainty created during Covid-19
resulted in an expected decrease in sales. Therefore, many organizations during the
pandemic turned to electronic commerce to combat the lack of sales.

Besides performance and sales, the pandemic impacted the work-life of employees
working for the organizations. This abrupt change in working conditions caught
many employees off guard. Most employees were obligated to work from home,
while simultaneously taking care of their home life. A study by Syrek et al. [Syr+22]
showed that employees initially struggled to develop new routines. A study by
Diab-Bahman and Al-Enzi [DA20] in Kuwait surveyed 192 employees on how the
government and company lockdown measures impacted their personal well-being.
The study compared the old work practices with the new work practices. Most
employees thought that the old work practices needed to be changed, however,
half of them questioned the efficiency of the new system. Although not completely
satisfied with the old or new work practices, a hybrid between the two work practices
did improve the employee’s well-being and efficiency.

The study of Oakman et al. [Oak+20] states that the impact on the employee’s
physical and mental well-being varies considerably [De +21]. However, the study
suggests that it is the beneficiary and the responsibility of the employer to take care
of the employees’ well-being by creating better working conditions. One way an
organization could improve working conditions is through regular communication
between employers and their employees. Regular communication prevents the
feeling of isolation that employees often experience during the pandemic. Next to
this, employers should take into consideration the financial impact of working at
home. The pandemic required telework and required employees to use their own
resources to cope with demands at work and at home. Due to this, organizations must
understand the importance of organizational support and guidelines [Syr+22].

All in all, a lot of quantitative research has been done to understand the Covid-19
pandemic. As the pandemic disrupted customers’ buying behavior, many organi-
zations turned to online business to combat their drop in sales. Next to this, the
work-life of employees were impacted since many had to work from home. A com-
parison between the old and new work practices showed that neither practice was
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perfect. Therefore, organizations should take these changes into account and im-
prove the working condition of employees through regular communication. Finally,
organizations should also consider compensating their employees financially to help
them cope with work and personal demands.

2.4 A Qualitative Look at the Impact of the Pandemic
on Organizations and Employees and Lessons
Learned from Other Industries.

Let us take a look at the qualitative research into the Covid-19 pandemic. Up
to this point, most of the research on the pandemic has been quantitative in na-
ture. However, qualitative research methods have been used and come in various
forms. Therefore, we will go over the different research methods while simultane-
ously looking at qualitative insights into day-to-day activities and the well-being of
employees.

The most common qualitative research method is in the form of semi-structured
interviews. This type of research was used in a study by Jallow et al. [JRS21]. In the
study, three different organizations from the infrastructure sector were interviewed.
In this way, the authors could focus on adhering to the Covid-19 lockdown measures
of each organization while comparing the difference in performance. During the
interviews, Jallow et al. [JRS21] looked at the day-to-day activities of the different
organizations. From planning to implementation, the management team organi-
zation significantly impacts the day-to-day activities. This means that when the
lockdown measures were implemented, it became difficult for the management team
to keep their impact. Because of this, employers did not know how to properly
lead their employees. To solve this problem, Jallow et al. [JRS21] suggested using
technological tools. They postulate that by implementing a technological tool, such
as a video conferencing platform, the management will be able to keep in regular
contact with their team. This regular communication should help the management
team influence daily activities.

A study by Murphy et al. [Mur+21] showed that technological tools are not always
the right solution. The reason is that not all employees have access to reliable
internet and technological services. Because of this, employees will provide many
services over the phone, making them feel overwhelmed. Besides, many employees
did not have an unlimited telephone or data plan. The combination of these

2.4 A Qualitative Look at the Impact of the Pandemic on
Organizations and Employees and Lessons Learned from Other

Industries.
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limitations makes technological tools or working from home not always a suitable
option. To solve these limitations, an organization needs to focus on the right
areas. A study done by Wherton et al. [Whe+20] describes three focus areas
when it comes to the Covid-19 pandemic: IT infrastructure, organizational routines
and workflows, and interactional work of video consultation. The findings show
that the transformation to new technologies is more than just installing and using
new technologies. Therefore, organizations should provide guidance and support
when it comes to the use of technological tools. In return, the organization will
benefit by keeping its work processes and performances afloat. To guide and support
employees, organizations should view how employees adopt new technologies. A
study by Kateb et al. [Kat+22] studied the digital adaption of different processes
during the pandemic. They concluded that organizations obtain a diverse set
of outcomes depending on how they approached their processes and day-to-day
activities. Employees either accepted the new digital technology as a new way of
working, used the technology as an addition to the existing system, or resisted the
widespread adoption of the technology. The latter confining the technology to a
temporary workaround. A possible solution proposed was the empirically based
model of Nilsen et al. [Nil+16] to provide organizations with a better insight into
the rejection of the new processes. The model helps organizations categorize and
track resistance over time. By implementing a co-creation process to adopt the
new technology organizations could improve their organizational translation of the
technology with their employees.

Another qualitative research method is the application of a narrative review approach.
A study by Azizi et al. [Azi+21] used this method when looking at organizations’
human resource management strategies to combat the Covid-19 pandemic. In the
study, 15 articles were used to develop a conceptual framework of human resource
management strategies. The results showed that the pandemic had a number of
negative outcomes, including a worldwide health crisis, organizational problems
in continuing corporate operations, and a decrease in employee well-being. The
study concluded that implementing suitable human resource management practices
would improve the well-being of the employee, as well as their productivity and
motivation.

2.5 Related Work Summary and Research Questions

The related work offers us insight into the effect of the Covid-19 pandemic on
organizations, illustrating that the changes in the demand of customers and the use
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of new digital tools and technologies created both challenges and opportunities.
These changes, combined with an economic crisis resulting from the pandemic,
negatively impacted organizations, resulting in the layoff of employees and the
drainage of the company’s resources. Because of this, organizations needed to
prepare for a potential crisis. A potential solution could be the implementation of a
crisis management team. A crisis management team is not perfect, but it can slow
down or stop the spread of a crisis within an organization. Therefore, management
teams should support and facilitate crisis management teams before, during, and
after a crisis. Organizations could do this by creating an environment that supports
fast response. Fast-responding organizations excel in rapid reactions to unexpected
events and reduce the need for communication.

The pandemic response measures varied across the globe. In Europe, the virus
greatly strained the healthcare system due to a lack of funding, material, and human
resources. Many countries closed their border and declared a state of emergency.
The state of emergency made it easier for governments to implement social isolation
measures. In the Netherlands, the Dutch government implemented such measures
and regulations. The creation of an intelligent lockdown was strict for organizations
but less strict for the general public. Organizations that remained active were
encouraged to work remotely or ensure the maintenance of a physical distance.
Because of this, organizations had to develop new ways to adapt to the measures
and regulations. Organizations started by altering their working environment to
safeguard the social distancing, and implemented new tools and technologies, such
as video and online meetings. Routines and workflows were also affected by the
pandemic. Therefore, organizations created new routines to support collaboration
and communication between employees. Organizations needed to create a structured
approach to facilitate the transition to ensure that employees have enough support
and resources.

Research shows that both quantitative and qualitative studies look into the impact
of the pandemic on organizations. However, most studies up to this point have
primarily charted the development of higher education institutions from offline to
online work practices in terms of quality and performance. Although plagued with
the same problems, organizations like SMEs have been underrepresented and have
often only been looked at only quantitatively by the literature.

This does not mean that qualitative research on the impact of the pandemic on
organizations does not exist. However, these studies generally focus on a particular
sector of an organization instead of looking at differences and similarities between
multiple sectors. Studies also center themselves around the performance of an
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organization rather than the employee’s well-being. Due to this, it is not yet clear
how these offline-to-online transitions have impacted organizations in different
sectors and the experience and well-being of their employees. These are essential
aspects to examine, especially given that organizations could wholly or partly
transition back from online to offline.

2.5.1 Research Questions

The goal of this thesis is to investigate the effect of the pandemic and its accompa-
nying changes in the use of digital technology at the national level across Small-
Medium-Enterprises (SMEs) in the Netherlands and to identify crucial changes in
their norms, work practices, and employee experience. This is formalized in the
following main research question:

What was the effect of the pandemic on Dutch SMEs, with emphasis on
technology uptake, (digital) work practices, perceived organizational and
employee performance, experience, and well-being?

To answer this main research question, the problem of the study has been broken
down into the following sub-questions:

• RQ1: How have organizations adapted their norms and work practices,
as well as their use of digital tools and technologies under the Covid-19
pandemic in their respective contexts?

This sub-question aims to investigate what norms and work practices changed
for organizations in their respective contexts. The respective contexts refer to
the business environment the organizations are situated in. The context of an
organization includes the environment determined by external factors such as
governance and resource capabilities, as well as the environment determined by
internal factors such as cultural and social. This will be done by looking at the
norms the organization changed to comply with the new government policies and
how they adapted their work practices. The literature will be used to determine
how it affected employees’ day-to-day lives. The findings of the literature study are
evaluated during the case studies.

• RQ2: What was the impact of changing organizational norms and work prac-
tices, as well as the digital tools and technologies adopted during the pandemic,
on the organizations’ work practices, efficiency, and performance?
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In this sub-question, we will investigate the effect of the changing norms and
work practices, as well as the changes in the use of digital tools and technologies,
on the organizational working norms, practices, and performance. To answer
this question, case studies will be conducted with multiple companies. Through
interviews, managers are questioned about how their organization changed in terms
of performance, efficiency, overview, and communication. The interview will include
questions to see if the pandemic impacted the organizations alone or a combination
of the pandemic and the new norms and work practices.

• RQ3: What was the impact of changing organizational norms and work prac-
tices, as well as the digital tools and technologies adopted during the pandemic,
on the employees’ experience and well-being?

Based on the findings during the interviews in the second sub-question and a
questionnaire-based survey, we will investigate the effect of the changing norms
and work practices, as well as digital tools and technologies on the well-being and
experience of the employee positively or negatively. The outcome of this research
question will be a list of employee experiences that affect the assessment and a list
of recommendations.

• RQ4: Based on their so-far experience, what is the plan of the organizations
concerning the return to pre-pandemic tools, technologies, norms, and work
practices, fully or partly?

During interviews, the organizations will be asked which norms and practices they
will keep applying in the organization. This will be in terms of keeping the company
running smoothly while taking into account the employees’ well-being. The context
is based on a post-pandemic environment. The outcome of this research question is
a list of norms and work practices applied by the different organizations studied and
whether they fully or partly plan to keep using them.
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Research Design 3
To address the research questions, a mixed-method approach will be used.

Following the preliminary literature that we have already conducted and presented
in the previous section, a detailed review of the literature was performed as fol-
lows. We started by searching for relevant articles using keywords. The literature
review continued using an extensive systematic literature review according to the
snowballing method. Subsequently, a practical screening of the articles found was
performed to determine their relevance. The results helped to set up a question
framework that guided the semi-structured interview and survey design.

Next, the perspective of managers and employees of organizations within the Nether-
lands was investigated using qualitative and quantitative approaches. The qualitative
part included semi-structured interviews with managers of various industries. The
first part of the interview consisted of questions about the effect Covid-19 had on
business norms and work practices and whether changes affecting these practices
had to be implemented. The results of the literature review helped to set up a
framework of questions for the interviews. For the quantitative part of the study,
a questionnaire-based survey was used. This survey was sent to the employees of
the organizations. The survey asked questions about the employee’s experience and
well-being, and their attitude during changes in the norms and work practices that
occurred within the organization. The survey took place synchronously within each
company to ensure higher consistency within the answers.

3.1 Literature Research Design

The related work in this thesis aims at summarizing all the information related to
and about the topic of the study. To collect and summarize the correct literature
accurately, two methods were combined using the Greenhalgh and Peacock approach
[GP05]. The first method is the use of a systematic literature review approach. The
systematic literature review approach follows the Kitchenham set guidelines [KC07].
This method uses a combination of planning, conducting, and reporting a review.
The second method used is the snowballing method proposed by Wohlin [Woh14].
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Here, one starts with a literature search, identifies a tentative starting set of papers,
and uses the reference list to find a new set of papers to include in the literature
review. This process iterates until no new papers are found. Afterward, all the
papers were inspected and approved by their title, keywords, abstract, introduction,
and conclusion. Additional sections of the articles were examined when necessary.

During the literature research, the following keywords were used: Covid-19, orga-
nization, work practices, worker well-being, remote work, work norms, employee
well-being, and digital technology to name the most important ones. The search
terms include "Organizations and the pandemic", "Digital technology during the
pandemic", and "Organization work norms and practices during the pandemic".

The exclusion criteria during the literature research depend on the topic. When
talking about the pandemic, citations of studies before 2020 were excluded. For
some topics, such as restrictions and measures within Europe and the Netherlands,
only references with the geographic location of the topic were used unless the other
location served to make a comparison. Finally, to include the reference, it needed to
be present in the Google Scholar database.

3.2 Interview Design

The interviews in this study are exploratory in nature since they aim to understand
the fields in which organizations operate. Next to this, the interviews identify
design opportunities for the surveys. Because of this, interviews should provide
information on the process of change in the day-to-day activities of employees within
an organization and the support of digital technology in that process.

3.2.1 Participants

The participants in the interviews came from various organizations in the Nether-
lands and with various job titles. Therefore, the target audience for both the
interview and the survey had to be determined. For the interviews, the target
audience was the managers who had a broad knowledge of the company and its
work practices. Because of this, the participants of the interviews came with job
positions such as Application Manager, Information Manager, Operations Manager,
or Director. In total, four participants were interviewed, each working at a different
organization.
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For the interviews, a combination of Convenience and Purposive sampling was used
to select Small and Medium-sized Enterprises within the Netherlands. First, the
researcher used convenience sampling to provide a variety of organizations that
can provide valuable information while taking into account the accessibility of the
researcher. Then, Purposive sampling was used to target organizations and partic-
ipants that have a specific connection to the research topic from different sectors.
This combination allowed research to present a comprehensive and representative
collection of SMEs in the Netherlands that have implemented some form of digital
technology during the pandemic, have a manager who was available and willing to
participate in an interview, and had enough employees to validate a survey.

These organizations were recruited by email, phone calls, and the personal network
of the author. For each case study, an individual interview will be conducted with one
of the managers in the firm. Four interviews were planned to retrieve all information
necessary. After four interviews, most of the information retrieved was considered
to be in the saturation stage, which is one of the stopping criteria of Wohlin et al.
[Woh+14].

Before the interview, the participating organizations and managers were asked
for their consent. This was done via an information sheet and a consent form
that included the purpose of the study, interview duration, possible risks, potential
benefits, and confidentiality information. The information sheet and consent form
also explained the rights of the participants during the study and who they could
contact in case of questions.

3.2.2 Interview Method

To define the interview method multiple approaches, such as the work of Gavrilova
and Andreeva [GA12], were taken into account since an interview with a manager
could be considered an expert analyst interview. In this research, the method
of semi-structured interviews as proposed by Wohlin et al. [Woh+14] is used.
Semi-structured interviews have a general outline, however, there is room for
the interviewer to go more in-depth into comments and points made during the
interview. This means that some interview questions were prepared beforehand
but could change with the flow of the conversation. This allows for flexibility and
adaptability in the conversation with a participant as it allows the interviewer to
delve deeper into comments about a complex topic. Because the interviewer is not
mandated to a strict pre-determined script it allows for a natural conversational
flow. The natural conversational flow makes participants feel more comfortable
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and motivates them to give more thorough and in-depth answers. The questions
prepared before the interviews served as a sort of checklist of topics to be covered
during an interview. Therefore, the interviewer was equipped with an interview
guide. This guide helped the interviewer organize the interview session with the
participant and consisted of a list of topics and questions to which the interviewer
can steer. Figure 3.2 shows the interview guide that was used.

Before the interviews, the researcher sent out information sheets that include all the
ethics procedures that were to be followed during the interview and data analysis.
Participants were asked to fill out a consent form stating that they understand the
information given. Before the interview started, the interviewer asked the participant
for permission to record. The interviews were recorded using both a smartphone
and the Teams video conferencing tool. In total, the interview lasted approximately
60 minutes.

During the interviews, the topics focused on the personal experiences of the man-
agers during the pandemic at the organization. In the beginning, the interviewer
introduced himself and explained the purpose of the interview and the research. In
this way, the participant is aware of the goal and is more likely to participate. Each
interview was divided into four sections. The topics discussed during the interview
were in accordance with the four research questions established above.

The topics of the semi-structured interview questions revolved around:

• The adaptations of norms and work practices, as well as the use of digital tools
and technologies under the Covid-19 pandemic;

• The changing organizational norms and work practices, as well as the digital
tools and technologies adopted during the pandemic on the organizations’
work practices, efficiency, and performance;

• The impact of the changing organizational norms and work practices, as well
as the digital tools and technologies adopted during the pandemic, on the
employees’ experience and well-being;

• The plans concerning the return of pre-pandemic tools, technologies, norms,
and work practices.

The first topic discussed the work practices and norms in general as well as the
implemented digital technologies and platforms during the pandemic. This way, the
interviewer tried to get a good and short overview of the implementations. It was
important for the interviewer to get information about the additional and changed
use of existing technology. Secondly, the interviewer asked how these changing
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Fig. 3.1.: Interview Guide with a list of questions for the interviewer to steer towards.

organizational norms and work practices in combination with the digital tools and
technologies affected the work practices, in terms of efficiency and performance.
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Fig. 3.2.: Informed Consent Information Sheet that participants need to read and fill in
before the interview.

The interviewer then asked the participants what impact this had on the experience,
perceived performance, and well-being of the employees. Finally, participants were
asked what they think the organization’s future plan will be, in terms of going back
to the old day-to-day norms and work practices or sticking with the new changes
and implementations. Once these topics were discussed, the interviewer concluded
by making a summary of the discussion. Subsequently, the participant was invited
to ask questions or make remarks to prevent miscommunication and increase their
understanding of the research.

3.2.3 Data Analysis

The researcher transcribed all interviews by hand. These transcriptions served as the
foundation of the rest of the research. Since the participants and interviewer were
of Dutch origin, all interviews were held in Dutch. Therefore, the transcriptions are
in Dutch as well.

Based on the audio and transcript of the interviews, the researcher created a list
of quotes and statements from the participants relevant to the topic. The gathered
quotes were subsequently organized in order to create a structured dataset, which
would make it usable for data analysis.
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To structure and organize the data, quotes, and statements, the Design Thinking
approach was used. Design Thinking is a creative approach that breaks problems
down into smaller parts, iterative testing, and creating solutions. One way to
structure the quotes and statements of the participants using design thinking is to
use a visual tool such as a Miro board. Miro is a digital tool that allows its users
to create virtual whiteboards. The Miro board permitted visualizing, grouping,
and organizing the managers’ quotes and statements into emerging themes and
topics. Through this visualization of themes and topics, the researcher was able to
see how different participants related to the same themes and topics. This helped
the researcher to identify key insights, trends, and patterns, following the Insight
Combination technique [Kol10]. Insight combination involves taking multiple quotes
and statements and combining them in new ways to discover patterns and insights
that might not have been found otherwise. The technique was used to determine
patterns to emerge per research question.

The first step was to create a Miro board. Each statement said by the participant
was written on a separate post-it note and grouped together based on company,
quote, concluding statement, and tool. Each organization was given a color code to
distinguish the different organizations.

Fig. 3.3.: The color code of each organization.

Step two was the grouping of these statements on the basis of patterns. To start
with, each of the statements was grouped into topics based on the sub-questions of
the research paper. During the grouping of the statements into topics, all statements
were analyzed with the use of a bottom-up approach to see if any patterns could
be identified. The statements of an organization were interpreted and matched
separately with the statements of other organizations that seemed to refer to the
same topic or indicate a pattern. When all statements had been reviewed, each topic
had at least three main patterns that are discussed in the results.
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Fig. 3.4.: Step 1: Creation of post-its in Miro with all quotes and statements of participants.
Each color represents a different participant.

3.3 Survey Design

A questionnaire-based survey was created using the online platform Qualtrics. The
questionnaire-based survey method started as a tool for social and economic matters,
but quickly spread across different research fields [SC89]. The length and duration
of the survey have been taken into account during the development process. A study
by Crawford et al. [CCL01] concluded that it is important to keep the completion
time of a survey below ten minutes. The reason for this is that the response rate of
surveys above a ten-minute completion time tends to be lower than surveys with a
lower completion time.

During the preparation of the survey, the questions were based on the results and
findings of the interviews. The rest of the questions were a combination of the
author’s knowledge and the related work. Once the survey was sent out it would no
longer be possible to make adaptions. Therefore, it was important to ensure that the
survey was well-prepared. In the survey, the majority of the questionnaire was based
on closed-ended multiple-choice questions. However, there are some open-ended
questions where participants could express specific experiences or thoughts. The
survey questions were the same for all participants, across the four organizations.
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3.3.1 Participants

The participants of the survey came from the interviewed organizations. The par-
ticipants are employees within these organizations with various job titles. The
target audience was the employees who have experienced changing norms and work
practices, as well as the use of digital tools and technologies adopted during the
pandemic.

In order to select the participants for the survey, convenience and purposive sampling
were used. The reason for this is that convenience sampling helps the researcher
select participants based on their accessibility and availability. Since the researcher
already had contact with the organization during the interview the employees that
work for the organization were the most accessible for the researcher. Purposive
sampling was used in order to enable the researcher to select participants for specific
criteria. In this case, the criteria were the employees who experienced changing
norms and work practices as well as the use of digital tools and technologies adopted
during the pandemic. This way, the researcher was able to gather more detailed and
pertinent information.

The participants were recruited via e-mail, phone calls, and the personal network
of the interviewed participants. A minimum requirement of 30 participants was
foreseen for the survey to facilitate its subsequent statistical analysis. Before starting
the survey, participating employees were asked to read an information page. This
information page included the purpose of the study, survey duration, possible
risks, potential benefits, and confidentiality. The information also explained the
participants’ rights during the study and who they could contact in case of questions.
After reading the information, participants were asked about their understanding
and consent.

3.3.2 Survey Questions

The survey questions were created on the Qualtrics platform. The majority of the
questions were Likert scale-based questions. The Likert scale is a method that
is used to measure the attitudes and opinions of participants by asking them to
indicate their level of disagreement or agreement with a given statement. The
Likert scale typically ranges from ”Strongly agree” to ”Strongly disagree”, with
multiple in-between options (agree, disagree, and neither agree nor disagree). Each
participant’s response was given a numerical value on a scale from 1 to 7, where 1
equals ”Strongly disagree” and 7 ”Strongly agree”. This numerical value allows the
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gathering of data of adequate granularity to facilitate subsequent statistical analysis.
In the survey, only the questions with relevance to all employees were put in as
some employees might not have the data and overview the interviewed managers
have. An example of this is the hiring process. Employees were asked about what
they would do if they would switch jobs, but not about how they would hire new
employees.

The first question of the survey was a demographic multiple choice question asking
the age range of the participant in groups of 10 years. The survey was broken into
five different sections. Each section represented the same topic order as the interview.
Therefore, the sections and topics represented the questions of the research paper.
The participants were asked how much they agree with the patterns found by the
researcher during the interview.

After the age range demographic question, the first section was about the adaptations
of norms and work practices as well as the use of tools and technologies during the
Covid-19 pandemic. Participants were asked how much they agreed with the change
in informal communication, the loss of social cues during video conferences, and
tools and technologies that changed the accessibility and availability of information.
The next section was about how the change in the norms and work practices,
and tools and technologies adopted during the pandemic affected efficiency, work
practices, and performance. Here, questions about the efficiency and productivity of
working from home were asked as to whether the participants were able to give more
input during the pandemic. After this section, the participants were asked about
the impact of these changes on their experience and well-being. These included
questions about their motivation, energy, and whether their work became more
monotone. The last part of the survey concerned the plans for a possible return to
pre-pandemic tools, technologies, and work practices. The participants were asked
their opinion about the possibility of maintaining working from home and whether
the tools and technologies adopted during the pandemic should stay. The survey
consisted of a total of 24 questions, illustrated in Figure 3.5. The question labels are
used to refer to individual questions during the research and statistical tests.

3.3.3 Data Analysis

The researcher made use of the IBM SPSS statistical analysis software to analyze the
Likert-scale data of the questionnaires. An Analysis of Variance (ANOVA) was used
to examine whether any statistically significant differences could be found based
on the age group of the participants belonged to. T-tests were used to compare the
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Fig. 3.5.: List of all survey questions.
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participant’s answers to a hypothetical population mean of 4 on a Likert scale of
7, corresponding to the neutral (”Neither agree nor disagree”) answer. Two-tailed
tests were used. The p-value to establish a statistically significant difference was
determined to be equal to .05, and the confidence interval equal to 95%.
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Results 4
In this section, we present the results of our analysis structured as follows. We
foresee one section per research question. Following the pattern discovery analysis,
patterns have been grouped together in subsections based on the similarity of what
they relate to. Each pattern is accompanied by a list of statements that contains one
or more statements made by the interview participants. Next to this, the patterns
found during the interviews are accompanied by the results of the survey in the form
of descriptive analysis and statistical tests.

In total four participants were interviewed and a total of 42 responses were collected
from all eligible employees during the survey. Of these 42 responses, 33 were
correctly filled in. The largest response group was between the age of 35 and 44
years old, while there were no participants under the age of 18 or over the age of
65, see Figure 4.1. The detailed results from the descriptive analysis and statistical
tests are presented in the Appendix.

The ANOVA tests did not return any significant differences (Figure A.5). Therefore,
the patterns found during the interviews are accompanied by the results of the
t-Tests, if applicable.

4.1 RQ1: Changes in Organisational Norms, Work
Practices, and Digital Tool Use

The shift to digital tools during the Covid-19 pandemic impacted each organization’s
norms and work practices. The new tools and technologies that were implemented
varied per organization. All of the organizations interviewed implemented video
conferencing and digital signature tools. However, some implemented additional
tools to streamline specific processes.

Since organization 1 is in the education sector, tools for taking exams online and
improving their student learning environment were implemented. Organization 2 is
in the consultancy sector and implemented, besides video conferencing, tools to keep
track of hiring intakes and webinars to keep in touch with potential business partners.

30



Fig. 4.1.: Number of participants per age group.

Organization 3 is in the marketing sector and therefore uses virtual whiteboards and
other social media tools to stay in touch with potential clients and their audience.
Finally, organization 4 is in the private real estate sector, therefore it uses niche tools
for relation, facility, and estate management.

The findings show that even though the organizations are in different sectors,
they still have a lot of similar views and implementation. These patterns include
communicating changes, how the organizations implemented new technologies, the
improvement of accessibility and availability, and the changes in hiring. We will go
through these one by one, in the subsections that follow.

4.1.1 Shifts and Changes in Business Communication

Within multiple organizations, a shift in communication happened due to meetings
and other activities going from offline to online.

These digital meetings changed and replaced the way organizations communicated
and therefore impacted informal communication between co-workers (e.g. small
talk). Before Covid-19, people used to engage in small talk and social interactions
in common office spaces (water-cooler effect). Now, co-workers started to use the
newly implemented digital meeting tools to keep up to date on each other’s lives

4.1 RQ1: Changes in Organisational Norms, Work Practices, and
Digital Tool Use
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[Lee13]. Especially at the start of the pandemic, digital meeting tools were used to
see each other for small talk quickly. The survey results indicate a smaller impact
of this change on older employees (see Figure A.6), however, this result was not
statistically significant.

Organization 1: "When covid started, we implemented Teams. At the start,
we mainly used internal video calling to have informal conversations, see
each other, get a feeling, and bonding."

Organization 2: "A lot of the informal communication went online. Where
normally our weekly meetings started off with the plans for this week, now
we first ask how everyone’s weekend was and what they did. Something
that normally happens throughout the day."

Organization 4: "Our employees started to video call each other. This way
they were able to quickly see each other for small talk."

"Our WhatsApp group became more alive than ever before. For example, by
saying ’good morning’, people stayed in contact with each other."

As the pandemic continued, a different pattern started to emerge at digital business
meetings. Managers started noticing that online communication became more direct
and to-the-point compared to traditional business meetings.

Organization 4: "When I came to an employee’s desk, they did not always
say everything. So you talked later one-on-one to go in-depth. However,
because video conferencing is often one-on-one, the conversations went
quickly in-depth."

This change in the dynamic of the business meetings made them more efficient.
Since people could not see each other face-to-face, almost all business meetings were
online on digital platforms. The managers remarked that this changed the nature of
the business meetings. They remarked that all contact with clients during the days
of the pandemic was purely business, especially during online meetings and video
conferences. Specifically, participants agreed significantly more with the statement
"I noticed that our work meetings became more to-the-point when using online tools
compared to face-to-face meetings pre-pandemic." (4.8 out of 7 on the Likert scale)
than the population norm, with t(32) = 3.076, p = .004, 95% CI[.26, 1.26].

Organization 3: "During covid, all contact I had with clients was mainly
about business. Especially on video conferences, people went straight to the
point."
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Most organizations saw some benefits as meetings became more efficient. Before,
physical meetings started with coffee and small talk. Now, due to the limited time,
the same people cut right to the case, while, at the same time, more people could
join the meetings that would have otherwise been unable to physically attend the
meetings due to time and distance restrictions.

Organization 1: "Later during the pandemic, we started using TEAMS to
do progress meetings. These conversations were in-depth and efficient since
they often have a limited time and less of the small talk you physically have
over, for example, a coffee."

Organization 2: "Online meetings are more to-the-point and wider avail-
able for employees to join in and give their input when they are spread
across the country, while physical meetings improve communication."

However, digital meetings do have a negative side when it comes to important
topics and conversations. Online video conferences were deemed less suitable for
important conversations due to the loss of social cues and change in a person’s mimic
during online communication. The managers found it harder to convey a person’s
feelings and emotions without the ability to observe both facial and body language.
The participants of the survey agreed significantly more that social cues were lost
during online meetings compared to face-to-face communication compared to the
population norm (5.8 out of 7), with t(32) = 9.469, p < .001, 95% CI[1.45, 2.25].

Organization 1: "Students who are digitally less able had a hard time
following class due to a lack of social cues and mimic that a student would
receive in person."

Organization 2: "It is better for hard and important topics to be face-to-
face. Online the mimic is different, people are less likely to be at ease, and
more to the point. We saw the difference when we started hiring people. We
hired people via online meetings which I would not have hired if I had met
them in person. While someone that didn’t come off great online came into
our office and was more enthusiastic and I think I missed that online."

As a result, one of the organizations lost its ”favor factor” since social cues and
mimics were frequently lost in translation during sales video calling. This affected
specific departments (such as sales) more than others because they depend more
on observing social cues. On the other hand, certain other departments (such as
accountancy) found online meetings more beneficial.
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Organization 4: "We lost the ”favor factor” with online meetings ... Social
cues and mimic when doing sales and are often lost in translation during
video calling."

Therefore the nature of the task may play an important role when it comes to online
meeting efficiency. Tasks like sales, which are more interdependent and rely more
on human relationships, may be more beneficial to have in-person, compared to
tasks, like accounting, which depends on processes and factual information. One
manager mentioned the creation of a mental barrier due to digital meetings and
video calling. Normally, colleagues sitting next to one other would ask each other
quick questions regarding work.

Organization 4: "It was easier to communicate if a colleague is sitting
right next to you. During Working From Home, the mental barrier to
asking someone a question has increased. Instead of turning their head and
talking. They needed to click to call or type in their question, which gave
them time to hesitate."

However, due to the fact that one now has to send a message, set up a digital meeting,
or video call their colleague, fewer questions were asked. A study by Bounacken et
al. confirms that physical proximity has an effect on knowledge sharing between
people [BA19]. This could explain why, when working from home, people would
ask fewer questions to their colleagues.

4.1.2 Process and Tool implementations became more rapid

Another interesting pattern within the organizations was the changes in the process
and tool implementations. Before, the interviewees noted that the implementation
of a tool or technology used to take a lot of time. First, they used to discuss to find
out whether or not they should research the tool or technology, then discuss whether
or not it should be implemented. However, this all changed during the pandemic as
organizations had to implement working from home and video conferencing tools.

Organization 1: "Normally, we spend a lot of time debating whether or
not to implement a new measure or technology. However, due to covid, we
needed to implement technologies overnight."
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Organization 4: "We quickly switched to Teams for all meetings due to
Covid-19. We were already thinking of teams before covid, however, all
implementations went faster during Covid-19."

Simultaneously, some organizations found out that their systems or tools did not
work for locations besides the physical office.

Organization 4: "During Covid, we found out that our accountancy system
did not work for other locations, so we implemented a new system for these
locations."

The reason for organizations to improve the implementation process was the change
in the mentality of the older generations. Older generations became more open to
new implementations not only because they wanted to, but also because they had
to.

Organization 3: "The implementation of a tool used to take a lot of
time, but due to covid this changed. Older generations were more open to
new implementations. online signatures, a virtual front desk, and online
meetings would not have been implemented as fast without covid."

Older generations, which often hold the position of CEO, COO, or CFO, came to
realize that in order to keep the business and organizations going they had to
adapt to the new reality. This turn in mindset reduced the bureaucracy within the
organizations in favor of speed, while lowering the resistance to change. Digital
meeting and signings tools were implemented, amongst others. This does not mean
that the organizations bought new tools and technologies just to work around the
pandemic problems. On the contrary, most digital tools were implemented in order
to improve efficiency within the organization.

Organization 2: "We were fast-tracked to look for a solution due to covid.
Solutions and technologies were implemented faster. However, the company
bought new tools and systems for efficiency, not as a workaround for the
pandemic."

4.1.3 Increasing Accessibility and Availability

The implementation of new digital tools and technologies increased the efficiency
of workers within organizations. But this was not the only benefit. During the
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interviews, managers agreed that the new digital tools increased the accessibility
and availability of information for both employees and clients without the need for
a physical location.

Organization 2: "Most consultants had to work from home. However,
where clients normally would not allow access without being on the physical
location, this quickly changed during covid."

Organization 1: "Due to Teams and other tools we remained available
and accessible for both employees and students. Therefore, I think this was
something needed during and after this time. An example is the WhatsApp
groups teachers have with their students. Because everyone has a phone
information is always available and accessible for the students"

More employees were able to work from home, as the new technologies provided
accessibility to the old and new tools and systems with the needed information. An
example of this is the implementation of the tool Trello in one of the organizations.
Before the pandemic, a whiteboard was used within the physical office. This meant
that the information for people working in the office was not always available.
Trello changed this by creating a digital whiteboard that could be accessed by all
employees from any place at any time. The same goes for the video platform MS
Teams. For most organizations, Teams was more than just a video conferencing
platform, as it provided a shared database to multiple parties. The participants
agreed significantly more with the statement "I think that new tools and technologies
improved the accessibility and availability of information between my co-workers and
clients." (5.0 out of 7) than the population norm, with t(32) = 5.014, p < .001, 95%
CI[.59, 1.41].

Organization 3: "Before Covid-19 we often had data on our servers. This
was not always reachable for clients or suppliers. Teams ensured that the
data was available and accessible for multiple parties."

Organization 4: "We quickly needed to put up a new database system for
the multiple locations. Therefore, the implementation of TEAMS was used
as data storage in order. This way, everyone was able to access the data
and was always up to date on the statuses."
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4.1.4 Hiring process

The Covid-19 pandemic had a negative effect on most organizations in terms of
turnover. Employees left and new employees needed to be hired. This was a problem
for managers, as social distancing rules made it hard to meet new potential hires in
person. The solution was to do intake via video platforms and interview potential
candidates via a video conferencing tool. The problem with interviewing a potential
candidate through video conferencing tools is the limited view of the mimic and
posture of the person. Therefore, a lot of social cues are lost.

Organization 4: "The hiring of people during Covid was hard, due to
having a limited view on the mimic and posture of a person since social
cues and mimic are often lost during online meetings."

As a result, managers did not hire employees they would normally have hired in
person, due to coming off as less energetic and enthusiastic when on camera. Later,
when these candidates were met in person these employees came off much better.
The other way around was also true. People who did come off great online later
came into the organization’s office and were not a match for the organization.

Organization 2: "We hired people via online meetings which I would not
have hired if I met them in person. While someone that didn’t come off
great online came into our office and was more enthusiastic and I think I
missed that online."

Another pattern that occurred was the fact that potential candidates asked or
requested the possibility of working from home, either part or full-time. This was
even the case for candidates living within a 5-mile radius of the physical office. We
were able to observe this in the results of the survey as well. Of the 33 participants
who completed the survey more than half put increased emphasis on the possibility
of working from home while only a minority disagreed.

Organization 1: "Now during intakes, some teachers only want to teach
online via video conferences. A request we never had before Covid-19."

Organization 2: "Potential hires request working from home as a neces-
sity."

Organization 4: "During intakes, everyone asks about the possibility of
Working-From-Home."
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4.2 RQ2: Impact of Changes in Organisational Norms,
Work Practices, and Digital Tool Use

The change in work practices through the use of digital technologies did not just
change the way people communicated, it also had an impact on employees in terms
of efficiency and creativity amongst others. In this section of the interview results,
we will discuss the impact and the patterns that were identified.

4.2.1 The Improvement of the Efficiency of Work Processes

The implementation of digital tools and technologies during the Covid-19 pan-
demic not only changed employees’ work practices, it simultaneously increased the
efficiency of processes within the organizations.

Video Conferencing Tools and Platforms

An example of this is video conferences. Each of the organizations implemented
a video conferencing platform, such as Teams. As mentioned above, the digital
meetings orchestrated on these video platforms changed the way in which employees
and clients communicated. But that is not all that changed. Each of the managers
concluded that video conferencing was more efficient as it saves time traveling.
This makes working with multiple parties easier, saves costs, and is good for the
environment as not everyone has to move to one location or physical location.
The participants of the survey agreed significantly with both of these statements.
Specifically, participants agreed significantly more that online meetings improved
their efficiency by saving travel time (5.2 out of 7) compared to the population norm,
with t(32) = 4.724, p < .001, 95% CI[.69, 1.73].

Organization 3: "Video conferencing is more efficient as it saves travel
time. Next to this, it makes working with multiple parties easier as not
everyone has to move to one location."

Organization 4: "Sales meetings changed to online, therefore people were
less on the road. All that remained was work-home traffic. This way online
meetings saved travel time and cost."
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Next to this, video conferences and digital meetings made it easier for employ-
ees to join meetings they could not attend otherwise due to distance and travel
time. Therefore, video conferences and digital meetings increased the input of
employees.

Organization 2: "Online meetings are more to the point and wider avail-
able for employees. Simultaneously employees could have meetings with
more clients in a day as they saved travel time. Next to this, it is better for
the environment."

Multiple parties can work together through the use of digital meetings and video
conferencing. Because of this, a new pattern appeared within multiple organizations.
Due to easier access to information by everyone from everywhere, information-
sharing processes became more harmonized and integrated. A direct result of this is
that organizations went from one person that knew or held all the information, to
the new tools that now have that same knowledge.

Organization 3: "We went from one person that knew it all, to systems
that had that knowledge."

This made it faster and easier for organizations to share information with clients
or employees working from home or a remote location. The survey participants
significantly agreed more with the increase of information through the use of a
more focused toolset for sharing this information (5.6 out of 7) compared to the
population norm, with t(32) = 9.043, p < .001, 95% CI[1.22, 1.93].

Organization 1: "We had multiple clients working in different systems.
This made it hard to keep track of information and meetings. Therefore, we
started using TEAMS and Onedrive in order to create a database that was
reachable from everywhere for everyone."

Organization 2: "Teams helps us to share the information that we have
with clients and the other employees that work remotely."

Working Remotely or From Home

Working remotely or from home had a big impact on the efficiency of organizations.
Different departments increased their productivity due to the elimination of travel
time, the reduced need for physical presence at the location, or disruptions at work.
Before, it was not profitable for the consultancy and sales departments to drive the
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last hour of the day to go to another client and work for one more hour. Working
remotely changed this by making it possible to swap between clients in less than a
minute making every hour count.

Organization 2: "Remote working increased the productivity and efficiency
of an employee as they could work for multiple clients in one day. This is
because they did not have to travel. Therefore they could use the last hour
of the day to work for a new client."

The same was the case for the accountancy department. When working from home,
the accountancy department employees were able to focus more, without disruption.
The participants of the survey agreed significantly more with the statement "Work-
ing remotely or from home increased my productivity and efficiency." (4.8 out of 7)
compared to the population norm, with t(32) = 2.820, p = .008, 95% CI[.23, 1.41].
However, this agreement was lower than the impact of online meetings on the
efficiency that we saw earlier. The reason for this is probably due to different depart-
ments’ productivity being affected differently by working from home. As mentioned
earlier, an example of this is that Sales departments often need other departments
to function. Therefore, working from home does not always have the highest impact
on the productivity of an employee.

Organization 4: "Sales meetings changed to online, therefore people were
less on the road. All that remained was work-home traffic. The flexibility
of Working From Home improved productivity because employees could stay
home to work uninterrupted."

However, this does not mean that remote working benefits the productivity and
efficiency of all employees. As one manager stated that some employees were unable
to handle the freedom that Working From Home and remote working provide.

Organization 1: "Some people work more efficiently from home because
they are not interrupted, while others are unable to handle the freedom this
provides."

Digital Signing tools

Digital signing is one of the technologies during the Covid-19 pandemic that im-
proved efficiency within organizations. Before, an employee went to the client and
signed the contract in person or sends it by mail. This process costs a lot of paper
and an employee or client could not make any last-minute adjustments.
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Organization 2: "Digital signing is implemented in our own tool. This
was requested by clients to improve their efficiency, but also from an
environmental point of view."

This changed with digital signing. Managers saw that digital signing was not only
environmentally friendlier, but it was also more flexible when it came to mistakes
and reduced the number of physical actions needed to complete the process. This
view was shared among the participant of the survey that agreed significantly more
with the statement "Some processes became more sustainable and environmentally
friendly, such as signing contracts, parcels, and decreasing commutes." (5.9 out of 7)
than the population norm, with t(32) = 12.000, p < .001, 95% CI[1.59, 2.23]..

Organization 1: "We implemented a tool to digitally sign contracts. Before,
this was still on paper. This is a by-product of Covid-19 because we saw that
we needed to be smarter in certain aspects. Digitally signing save us a lot of
physical actions and was more accurate, thereby improving efficiency."

Organization 3: "Before we went to the client and signed the contract
in person. However, due to covid, we started to send contracts via e-mail
to sign digitally. This saves a lot of paper and makes it easier for employees
to make last-minute adjustments."

4.2.2 The Change of Performance within Organizations

Not all managers were able to determine the perceived performance of their em-
ployees before and during the Covid-19 pandemic. One of the reasons for this is
that some organizations had a high turnover of employees during the pandemic.
A returning phenomenon for most of the organizations was the increase in sales
meetings but a decrease in their conversion and success rate. A reason for this was
that due to digital meetings, time saved not traveling could be used to do extra sales
meetings. However, during the pandemic organizations in certain sectors became
more anxious, leading to a lower conversation rate per sales meeting.

Organization 4: "The number of sales meetings of employees increased,
however, their conversion success rate decreased."

The manager within the education sector was not able to determine the performance
of the employee at first, due to governmental interference. However, once part of
the restrictions was lifted a lot of students left and therefore dropout rates increased.

4.2 RQ2: Impact of Changes in Organisational Norms, Work
Practices, and Digital Tool Use

41



Then, once testing started again the results were worse than before covid. This was
not the fault of the employee performing on a lower level, but due to the lack of
testing during part of the pandemic.

Organization 1: "Due to the fact that government testing stopped. There-
fore, we were unable to track the performances. Simultaneously we lost a
lot of students that left. Therefore, the dropout rate increased. Once testing
started again, the test results were worse. However, we expected this due to
the lack of testing in the time between."

4.2.3 The Creativity and Business Opportunities within
Organizations

The pandemic had a profound impact on the processes of organizations and the
way employees practiced their work. This impact forced organizations to adapt
to new challenges posed by the pandemic. Most managers agreed that increased
flexibility, freedom, and autonomy positively affected the creativity of employees.
Employees came up with new tools to increase efficiency and teachers came up
with ideas for interactive teaching. Examples of this are the gamification created
by organizations and the creation of video tutorials to introduce and prepare a new
hire for the organization.

Organization 1: "Most employees wanted to put their shoulders to the
wheel. Which led to an increase in creativity. teachers making guidelines
and tutorial videos."

"What you see is that everyone started to become a little more creative.
Employees came with tools to increase efficiency and interactive teaching.
Activating work methods/gamification."

This increase in creativity could be attributed to a number of factors. The increased
flexibility of digital meetings increased the availability of these meetings to more
employees. In turn, this gave the employees the opportunity to propose their ideas
and approaches. However, this view is not shared amongst the employees that
participated in the interview. Results show that the employees actually neither
agreed nor disagreed with the fact that they were able to give more input during the
pandemic (3.7 out of 7).
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Organization 2: "Maybe covid has something to do with becoming more
efficient and creative. Before it was just the application manager coming up
with new things. But consultants who are working remotely or at another
location are able to join the conference online and give their input."

The managers stated that, due to the increase in creativity, the organizations came
up with new business opportunities, leading to new products, services, and processes
that have had lasting impacts. An example of this is online and social advertising.
Before, physical packages made the most profit. However, unable to reach their target
audience, clients came to see the benefits of online and social media advertising.
After seeing the potential, clients use both old and new ways of advertising.

Organization 4: "Because of covid our clients asked for a new way to reach
their clients. Online social media packages were created as a new form of
advertising with the company"

"Clients came to see the benefits of online and social media advertising. Be-
fore physical packages made the most profit, now online packages make the
most profit. Now companies do both the old and new way of advertising,
after seeing the potential."

The time organizations saved not traveling to physical could be used to do other
work processes. With the help of digital meetings and remote working, one of the
organizations increased the number of clients an employee could work for in a
day. This increased the number of billable hours per employee for the organization
which in turn helped them hire more new employees during the Covid-19 pandemic,
increasing their growth.

Organization 2: "Online meetings are more to the point and wider avail-
able for employees. Simultaneously employees could have meetings with
more clients in a day as they saved travel time. This in turn helped us hire
new more employees during covid which increased our growth."

4.2.4 Impact of Digital Tools on the Overview of Employees

The introduction of many new tools and technologies had a huge impact on the
overall overview of the employees within the organizations. On the one hand,
digital tools helped employees to increase their efficiency by improving the overview.
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An example of this is a tool to smooth out the hiring process, keeping resumes,
motivation letters, and intake interviews in one place.

Organization 2: "We implemented a recruitment software. To get a good
overview and privacy security. OTIS created an overview for intakes that
were not there before."

Another organization improved its overview by creating an overall database in MS
Teams to retrieve information, as well as using the virtual whiteboard Trello to keep
employees updated on the status of projects.

Organization 4: "We switched to TEAMS for all employees in order to
create an overall database. This way employees have a good overview of
all the information. Next to this, we implemented Trello for improving the
overview of tasks and statuses."

On the other hand, a decrease in the level of overview occurred. It became unclear
in some organizations where information could be found. Especially with the fast
number of conferencing tools and video platforms it could become clouded where
the meeting or information of the meetings could be found. When the participants
of the survey were asked about the statement "Due to the variety of implemented tools
and technologies, it was not always easy to keep track of statuses and important work
information." they agreed significantly (4.8 out of 7) compared to the population
norm, with t(32) = 3.638, p < 001, 95% CI[.35, 1.23].

Organization 2: "The many different platforms gave us a clouded overview.
Sometimes I forgot what platform sometime is from. Especially with the
fast number of different conferencing tools."

Organization 3: "It was unclear before where people could find informa-
tion. Gap analysis showed the same data in six sources."

Organization 4: "Some clients use one tool while other clients used another.
This in combination with all the new tools and technologies implemented
by the employees started to lose the overview. Employees need to check their
mailbox, WhatsApp, and Trello. And where was the needed information."
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4.3 RQ3: Impact of Changes in Organisational Norms,
Work Practices, and Digital Tool Use on Employee
Well-Being

Digital tools, such as digital signatures, remote working, and video conferencing
have revolutionized the way in which employees work and communicate with each
other. The benefits of digital tools and technologies are numerous as seen in the
sections above. However, digital tools and technologies could also have a negative
effect on the employee. In this section, we will explore the impact of digital tools on
the well-being of employees.

4.3.1 The Impact of Freedom and Flexibility on Employee
Well-Being

The introduction of digital tools enabled employees much greater freedom and
flexibility. This freedom and flexibility could have positive effects on the well-being
and experience of employees. The managers noted that some employees loved the
freedom working from home or remotely provided as they were able to do hikes
and workouts during work. Other employees were happy since they did not have to
waste time traveling. This flexibility reduced their stress level, as it allowed these
employees to make decisions and take responsibility without the constant need to
consult with their supervisor.

The participants of the survey agreed significantly more that working from home or
remotely increased flexibility and freedom (5.2 out of 7) compared to the population
norm with t(32) = 4.163, p < 001, 95% CI[.63, 1.85].

Organization 1: "The younger generation wants more freedom and Work-
ing From Home, while older generations prefer a cozy workspace, contact
with others, and being in a different environment."

Organization 2: "Some employees loved the freedom of Working From
Home. They were able to do hikes and workouts during work. While others
are happy that they do not have travel time."
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However, not all employees felt this way. Adolescents and families with kids (the
younger generations) fell into some sort of ”black hole”, especially adolescents.
Sports and school stopped, they were no longer able to see friends, and they
remained indoors. This lack of social events made adolescents feel isolated and
disconnected from the rest of the world. Leading to feelings of depression, anxiety,
and loneliness. Although the survey results do not show that working from home or
remotely affects the mental health of the employees negatively, there are differences
between the age groups. The survey does confirm the trend that young people
suffered from isolation and anxiety, as the age group of interviewees between 18-24
agreed by far the most with the statement that working from home or remotely
negatively impacted their health. Further research is however needed to confirm
this point, as the ANOVA result was not significant.

Organization 2: "Single adolescents fell into a black hole. Because they
lost everything. Sport, friends, school. Always being alone in their room."

Organization 4: "Working From Home gave freedom that some employees
enjoyed while others did not. At home, employees could become lonely."

Working from home profoundly impacted families with younger kids as well, as
many young parents had to juggle childcare and work. Therefore, it became essential
to support these families with help and guidance for children.

Organization 2: "Families with young kids had a hard time focusing on
work because they had to entertain their kids as well."

Organization 4: "Families with children were the first to ask to come back
into the office."

4.3.2 The Constant Need of Availability

Working from home or remotely has its benefits, however, there are some drawbacks
organizations need to take into consideration. One of the issues employees deal with
when working remotely is the expectation that they must be constantly available. It
became apparent that employees felt their mental pressure increase as, according
to the managers, these employees felt constant pressure to be at work. In contrast,
they would have time in the office to chat with colleagues at the water cooler. This
feeling of being constantly watched made it difficult for employees to take breaks or
switch off at the end of the day.
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Organization 1: "Some employees did not feel comfortable teaching this
way, where the students see you but you cannot see the students."

Organization 2: "On a screen, people feel like being constantly watched."

This need for availability can cause feelings of anxiety and stress, which have a
negative effect on the well-being of an employee. Therefore, it is essential for
organizations that employees both have and feel the freedom and flexibility to
switch off from their work, take regular breaks, and stop at the end of the day to
prevent these issues from rising. Although the managers noted being constantly
watched, the employees did not share this feeling. On average, the participants
of the survey disagreed with the statements "During video conferences and online
meetings I had the feeling that I was constantly watched" (3.5 out of 7) and "When
working remotely or from home I felt the pressure to be constantly available" (3.4 out
of 7); however, this result was not statistically significant. This might have been
because only the person speaking has their camera and microphone on, while the
others use a blank screen not to be distracted. As the interviewees are managers at
the organizations, they could have had their cameras constantly on like a teacher
in front of a class. Through this, they might have projected the feeling of being
continuously watched by their employees.

4.3.3 The Decrease in Motivation and Energy of Employees

The managers noted that working from home or remotely had other adverse effects.
Due to the lack of social communication, more monotone work, and increased
boredom, many employees felt decreased motivation and energy.

Organization 1: "The longer covid was around the more complaining
increased. Employees lost motivation and did not want to work at home
anymore. Especially colleagues that live alone."

This feeling of boredom and lack of engagement can lead to a decrease in job
satisfaction and productivity. It became clear who did and who did not enjoy their
work. An example of this is sales managers, who get a lot of energy from traveling.
During the pandemic, this aspect of the job was gone and all they needed to do
was repetitive tasks, such as writing up orders. Another example is the account
managers of one of the organizations. During the pandemic, account managers
received more declines from their offers. This increase in the number of declines,
in turn, led to decreased motivation. The survey participants agreed significantly
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more with the statement "The implementation of tools and technologies made my
work more dull and routine." (4.7 out of 7) compared to the population norm,
with t(32) = 2.616, p = 0.013, 95% CI[.15, 1.24]. However, they neither agreed nor
disagreed with the statements that they got less energy from working remotely or a
decrease in motivation during the pandemic towards work.

Organization 2: "Sales managers get a lot of energy from traveling. That
aspect of the job was gone during covid. now all they needed to do was
repetitive tasks, such as writing up orders. They complained that it got a
little boring and monotone."

4.4 RQ4: Future Plans Regarding Organisational
Norms, Work Practices, and Digital Tool Use

As organizations continue to adopt new digital tools and technologies, they should
consider the effect of tools on the well-being of their employees. The implementation
of this could be challenging. Therefore, the organization must carefully consider
its plans regarding the use of digital tools. This section discusses the future of
digital tools implemented during the Covid-19 pandemic and what new tools and
technologies present opportunities and challenges for the future.

4.4.1 Remote working or from home will stay

Although working from home or remotely was not applicable for all organizations,
the managers agreed that it is important to have the possibility to do so. This is
because some organizations see that employees perform better when working from
home while others need the office to function properly. Other organizations enjoy
the flexibility working from home brings, making employees happier and more
productive. The freedom that working from home gives helps not only employees
but also organizations. However, all managers agreed that working from home or
remotely should not be the main goal. A hybrid system is needed where working
in the office forms the baseline while working from home is a possibility. The
participants of the survey agreed significantly more that the possibility of working
from home should be kept (5.6 out of 7) compared to the population norm, with
t(32) = 6.335, p < .001, 95% CI[1.09, 2.12].
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Organization 1: "I want to give everyone freedom when it comes to Work-
ing From Home; however I want them to know what the baseline is. People
can work from home if they think it is necessary ... I prefer a hybrid system
where the baseline is working in the office with the possibility of working
from home."

Organization 2: "Remote working will partly stay. Some people just work
better working remotely, while others need the office. I think for those
people a hybrid system is needed."

Organization 3: "Even though Working From Home is not as applicable to
our sector, I do think it is important that there is a possibility for Working
From Home."

Organization 4: "I think we especially need to keep the flexibility that
comes with Working From Home. It makes people more productive and
happier. This is because coming to work five days a week could start to feel
like a chore."

4.4.2 The implementation of new tools and technologies

Organizations implemented a lot of new tools and technologies during the Covid-19
pandemic. We should keep in mind that most of these tools and technologies were
not just implemented as a workaround during the pandemic. More often than
not, organizations implement these tools to increase the organizations’ efficiency
or solve other problems. Therefore, most tools and technologies will remain in
use after the pandemic, although to a lesser degree. Processes that implemented
tools and technologies as a workaround during covid will mainly go back to their
old ways. However, these tools and technologies will stay used as an ace up the
sleeve. The participants agreed significantly with these statements. Specifically, the
participants agreed significantly more with the statement "I think that the tools and
technologies implemented during the pandemic should stay." (6.1 of 7) compared to
the population norm, with t(32) = 11.530, p < .001, 95% CI[1.72, 2.46]. However,
the participants also agreed significantly more with the fact that in the future, these
tools and technologies implemented during the pandemic should be used more
appropriately (5.9 out of 7) than the population norm, with t(32) = 10.245, p <

.001, 95% CI[1.51, 2.25].

4.4 RQ4: Future Plans Regarding Organisational Norms, Work
Practices, and Digital Tool Use
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Organization 1: "We will keep using technologies such as Teams that save
time and are more efficient. However, we stopped online testing and went
back to physical tests. The same goes for the intake of new students. This is
also due to privileged information. However, there are exceptions, such as
sickness. Therefore, it will remain an ace up our sleeve."

Organization 2: "The company bought new systems for efficiency, not as a
workaround for the pandemic. Therefore, all the tools implemented during
covid will remain in use. However, technology such as webinars and online
meetings will partly go back to the physical aspect."

Organization 3: "The new tools and technologies such as Wish, Brics and Pipedrive
will stay as they would have been implemented without covid. However,
covid fast-tracked the implementation."

Organization 4: "The new technologies increased efficiency and overview
of specific tasks while employees are happy to work with the technologies
implemented. Therefore, we will not go back to pre-covid work practices for
the most part."

4.4.3 Plans for the future

As the future of the organizations is not covid-related, many organizations are
not looking for new workaround tools. The most prominent issue organizations
face now is the lack of overview due to the many new tools and technologies.
Consequently, most organizations plan to improve their tool overview. Organizations
want to create an interface that connects all tools and technologies implemented to
solve this problem. Most managers want to use their channels of communication
more appropriately as well in the future since project statuses, information, and
meetings are spread over several channels. Finally, some organizations want to
implement sector-specific digital tools and technologies, such as an online learning
environment for students or a rating system for employees to pick an employee of
the month. The survey participants significantly agree more with the statement "In
the future, I think the company should introduce new tools that could benefit both the
company and the employees." (5.7 out of 7) compared to the population norm, with
t(32) = 10.246, p < .001, 95% CI[1.36, 2.03].. They view that the implementation of
new tools could benefit the organizations as well as the employees themselves.
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Organization 1: "In the future, we want to implement an online learning
environment for our students where there is no need for a physical book.
Where one meets once or twice a week with a teacher. Right now, this is a
market need."

Organization 2: "Our future plans are not really covid related, but because
we are still growing. Right now we want to implement interfaces to connect
all tools, in order to improve the overview."

Organization 3: "In the future, we want to implement an employee rating
system for employee of the month. Next to this, we are trying to implement
a new technology that helps with the maintenance of buildings, where
people can scan a QR code and tell what the problem is."

"I think we need to use our channels more appropriately in the future. We
ask questions in the wrong channels."

Organization 4: "In the future, we want an interface for all the channels.
We have it for different social media content, so why wouldn’t it work for
the channels?"

4.4 RQ4: Future Plans Regarding Organisational Norms, Work
Practices, and Digital Tool Use
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Discussion, Limitations and
Further Work

5

This section will discuss the patterns and go over the design recommendations
that were developed based on the literature study, interviews, and survey-based
questionnaires. Each design recommendation will be grounded to one or more
patterns among the ones identified, followed by discussion. Lastly, the limitations
and further work of this research project will be discussed.

This research aimed to evaluate the impact of the Covid-19 pandemic and digital
technology on the norms and work practices of employees of small and medium-
sized enterprises in The Netherlands. Digital technology is considered an integral
part of changes that happened to the norms and work practices of organizations
with a significant impact on the employee’s performance, efficiency, experience, and
well-being. However, the impact of the tools and technologies implemented has
rarely been researched. In this research, digital tools and technologies implemented
and adopted during the pandemic have been evaluated in terms of their impact
on performance, productivity, experience, and well-being. We found that many
of the digital technologies resulted in an improvement in the productivity and
performance of the employees. However, the results also show that these digital
tools and technologies did not always have a positive impact on the experience and
well-being of the employees.

The shift to digital meeting tools made everyday work communication more efficient
and straight-to-the-point, while at the same time, these tools were deemed less
appropriate for critical conversations (e.g. signing of contracts) due to the loss
of social cues and the change in mimic behaviors that they entail. This affects
specific departments (such as sales) more than others because they depend more
on the observation of such cues. On the other hand, other departments (such as
accountancy) found the shift to digital more beneficial. This may be due to the
nature of the task, i.e., sales departments deal with more interdependent tasks and
human relationships while accountancy departments deal with tasks that depend on
processes and more factual information.
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The implementation of processes and tools before the Covid-19 pandemic used
to take a lot of time. However, this all changed due to improvements in the
organizations’ implementation process. Older generations started to realize the
need for a reduction in bureaucracy in favor of speed, lowering the organizational
resistance to change. The new tools were not just a workaround for the pandemic
but mainly to increase efficiency. Besides efficiency, the new tools also increased
the accessibility and availability of information. Due to more and more employees
working from home, new digital technologies are needed to provide information
from every location. The managers and employees saw that the implementation
of the increased accessibility and availability of information significantly between
co-workers and clients.

When it comes to the impact of changes on organizational norms, work practices,
and digital tools, the improvement of the efficiency of work processes accelerates
due to the implementation of digital tools and technologies. Video conferencing
made it easier to work with multiple parties, save costs, is good for the environment,
and removed the travel time needed to join the meetings. Working remotely or from
home increased productivity due to the disappearing of travel time and disruptions
at work. Productivity due to the ability to work for multiple clients in one day
increased. However, working remotely or from home does not increase productivity
and efficiency for all employees as some were unable to handle the freedom working
remotely or from home provided.

Organizations came up with new business opportunities to lead to the creation of
new products, services, and processes. Clients quickly came to see the benefit of
these new products and services. When it comes to performance, not all managers
were able to determine or compare the perceived performance of their employees
before and during the pandemic. A reason for this is the high turnover rate of
employees. However, most organizations increased their sales while simultaneously
decreasing their conversation rate per sales meeting. At the same time, managers
saw an increase in employees’ flexibility, freedom, and autonomy positively affecting
their creativity, an opinion that was not shared amongst the employees.

The impact of digital tools on employees came in many forms such as the overall
overview of the employees within the organizations. Digital tools helped with the
increase in efficiency by improving the overview. Examples of this are the creation
of a digital database in Teams for information or the use of a virtual whiteboard to
keep employees updated. On the other hand, due to the many different tools and
technologies, it became unclear where each piece of information was stationed and
the employees significantly agreed. Digital tools and technologies have numerous
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benefits, however, they could also harm the employees of the organization. The
introduction of digital tools to work from home or remotely increased the freedom
and flexibility of employees, which positively affected their experience. Managers
noted that the flexibility reduced the stress level of employees and they got to take
responsibility without the need to consult with a supervisor. However, this was
not the case for all employees, as the loss of social life made younger generations
feel isolated and disconnected. This results in feelings of depression anxiety and
loneliness. The survey results confirm this as people between the ages of 18-24
agreed most with the statement that working from home negatively impacted their
health.

One of the issues employees potentially had to deal with is the expectation that
needs to be available. The employees that participated in the survey did not sig-
nificantly agree or disagree, however, managers reported that mental pressure on
the employees increased as they felt constant pressure to be at work. Next to this,
Managers noted that working from home or remotely had a negative effect on
the motivation and energy of employees, due to the lack of social communication,
monotone work, and an increase in boredom. Although the survey results were not
significant, managers saw a clear difference in who enjoyed their work and who
did not. One of the reasons could be that due to the pandemic, people were less
socially active with clients, and new tools and technologies implemented made tasks
more repetitive. This view was shared amongst the employees. A decrease in the
conversion rate per sales meeting might have been attributed as well.

In the end, organizations will continue to adopt and adapt to new tools and technolo-
gies. The tools and technologies in place right were not just used as a workaround
but mainly to increase productivity and efficiency within organizations. Managers
and employees enjoy the flexibility and freedom of Working from home or remotely
bring while increasing the productivity and well-being of the majority of employees.
This does not mean that the work basis should be working from home. The managers
agree that working from home should be a possibility or that a hybrid system should
be in place.

Processes around the implementation of workaround tools and technologies will
mainly go back to their old ways. However, the technologies will stay in place to be
an important ace up the sleeve of organizations if the pandemic returns. Although
the employees do agree with the fact that the adopted technologies benefit them
for the most part, organizations should be more mindful when implementing these
technologies. In the future, organizations will try to improve the lack of overview
caused by new tools and technologies, while simultaneously implementing more
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technologies that benefit both the organization as well as the employees. An example
of this could be the creation of an interface that connects all tools, information, and
channels.

5.1 Recommendations

The participants of both the interviews and surveys indicated that there are multiple
opportunities for improvement within the organizations when it comes to the use
and implementation of digital tools and technologies. In this section of the research,
we will make a list of recommendations that the organization could take into account
when implementing new digital tools and technologies.

Recommendations for organizations.

1. Implementation time: Organizations should minimize business disruption
and reduce bureaucracy in favor of speed
During the pandemic, bureaucracy and decision-making time for implement-
ing new tools and technologies were reduced in favor of speed. In today’s
rapidly changing business environment, this is a positive feature. However,
organizations need to consider the effects of implementing a new tool or
technology on other processes and on the employee’s well-being. Therefore,
organizations should look at the time required to implement the technology
and plan accordingly to minimize disruption to business operations.

2. Shift in communication: Organizations should leave room for tools and
technologies that facilitate both informal and business communication
Some tools and technologies improve how employers, employees, and clients
communicate by creating direct and straight-to-the-point communication.
However, organizations should leave room for informal conversations as
well. Therefore, organizations should consider how tools and technology
will change communication within the organization and plan to support the
shift in communication with the appropriate training and support.

3. Overview paradox: Streamline new tools and technologies to improve
employee overview
Many tools and technologies improve the overview of employees by streamlin-
ing processes and keeping the information in one place. However, some tools
and technologies clutter the overview by spreading information, meetings, and
statuses across different platforms. This cluttered overview could make it hard
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for employees to find a meeting on the different platforms or information in
the correct location. Therefore, organizations must weigh the pros and cons of
implementing new tools and technologies with regard to the overview of the
employee or create an interface that integrates all tools and technologies.

4. Improve Accessibility and Availability: Make information accessible and
available from any place at any time
Employees are working more remotely, and clients come to the physical loca-
tion less often, opting instead opt to join an online meeting. Because of this,
organizations need to increase the accessibility and availability of information
for both employees and clients without needing to be at a physical location.
For example, video conferencing platforms, virtual whiteboards, and digital
signing tools help increase the accessibility and availability of data as they
provide a shared database among multiple parties that can be reached at any
place at any time.

5. Working remotely or from home: Working in the office as the baseline,
with the possibility to work remotely
Working remotely or from home positively impacts the efficiency of organiza-
tions. However, the effect differs per department. Next to this, while some
employees thrive when working remotely or from home, others cannot handle
the freedom it provides. Therefore, organizations should create a hybrid sys-
tem where the standard is working at the office with the possibility to work
remotely if the job nature permits it.

6. Improve the motivation and energy: Prevent too much repetitive work
due to the efficiency of new tools and technologies
The implementation of tools and technologies made work more dull and
routine. Therefore, organizations must look at the processes improved by the
tools and technologies to see whether or not these processes have become
largely repetitive. If a process has become repetitive, an organization could
give an employee other tasks as well if possible. This way, organizations
could combat boredom and lack of engagement that can lead to decreased job
satisfaction and productivity.

5.2 Limitations

This research faced several limitations. First, it was not possible to perform longitudi-
nal case studies, which could have allowed the researcher to track the performance,
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productivity, and employee well-being before, during, and after the Covid-19 pan-
demic.

Another limitation is the number of case studies performed and the small sample size.
Only a limited number of interviews were conducted. Therefore, the interviews may
not provide a representative sample of all Small and Medium-sized Enterprises in The
Netherlands. This limitation decreases the generalizability of the findings. Besides,
the small sample size of organizations makes it harder to detect the smaller patterns
or differences in both the data and population, which could have a significant
impact on the conclusions of the research. Therefore, to increase the robustness and
reliability of the research, it would have been helpful to conduct more interviews.

There is also a limitation due to the small sample size of survey participants. By
choosing four SMEs in the Netherlands it is not uncommon to have a small sample
size. However, the sample of this thesis may not be representative of the population
of SMEs in The Netherlands. Therefore, due to the limited number of survey
participants, it might be difficult to generalize the results and findings. Next to this,
this smaller sample size increases the possibility of a sampling bias. The sample
size reduces the study’s statistical power and this lack of statistical power decreases
the feasibility of the results. Together the small sample sizes for both the interview
and survey participants increase the risk of outliers or failure to detect a statistically
significant difference between the population and sample mean, so-called Type II
errors. These limitations emphasize the need for more research with larger sample
sizes to support the results of this study.

Another limitation is the potential self-selection bias of this research. The participants
recruited for the case studies were recruited on the basis of their accessibility and
the personal network of the researcher and may not be representative of the general
population. This self-selection could bias the results, impact the study’s external
validity and limit its generalizability to the larger population.

Another potential limitation is the bias during the interview and survey process. The
interviewer may have unconsciously influenced the participants’ responses, leading
to a bias in the results. The participants may be influenced by the questions and
questions types, which could have been leading. Simultaneously, the survey and
interview process may have caused participants to provide more socially desirable
responses to seem more likable, skewing the results.

Finally, the research performed in this study was conducted during the Covid-19
pandemic. Therefore, the results may have been impacted by participants being
under increased stress which influenced their responses.
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In conclusion, this study has several limitations that should be considered when
reading the results and highlighting their importance for future work.

5.3 Future Work

This study aimed to identify the pandemic’s effect on Dutch SMEs, with emphasis on
technology uptake, (digital) work practices, perceived organizational and employee
performance, experience, and well-being. Having investigated multiple organizations
and their employees, we analyzed the shared patterns among these organizations.

Future research is needed to go more in-depth on implementing these patterns. First,
there are possibly more patterns that can be identified amongst the SMEs in The
Netherlands. Since only a handful of organizations were used as case studies during
the research, new patterns could be found when interviewing different organizations.
Moreover, studying and examining the patterns found during this research at other
companies and organizations would be interesting. This way, further research might
help find new advantages, disadvantages, and problem-solving techniques entailed
in these patterns that are not identified in this research.

Additionally, future research could extend the number of organizations that have
been used as case studies during this research. As mentioned earlier, only a handful
of case studies have been performed in this study. Although these case studies
include multiple sectors within the Netherlands, there are still a lot of sectors that
are not included. Next to this, only one organization is taken per sector. This means
we cannot find patterns within a specific sector or retrieve more precise results. By
increasing the number of case studies per sector and adding more sectors to the
research scope, future research could improve the generalizability of the study and
the precision of the results. Future research can also expand the scope of tools and
technologies used to monitor digital technology’s impact on individual organizations.
Digital technology focused in this study mainly focused on working from home or
remotely, digital signing, and online meetings. Investigating specific tool usage at
organizations might give valuable information for future tools and technologies by
providing the pros and cons of different aspects of a tool or technology.

Another suggestion for future research is to expand the current research by conduct-
ing a longitudinal study. Due to the limited time during this research, the researcher
could not complete a longitudinal study over multiple years. By monitoring organi-
zations over an extended period, we might get a better understanding of the impact
of digital tool use and pandemics. A few examples are tools and technologies such

58 Chapter 5 Discussion, Limitations and Further Work



as Digital Twins, Artificial Intelligence, and the Internet of Things. Finally, it might
be interesting for future research to investigate the impact of technology on different
aspects of life, such as education and social interactions. In this research, we saw
that the pandemic and implementations such as working from home impacted the
social life of a large number of employees. Adolescents were especially struck as
they lost almost all social interactions due to the pandemic. Therefore, researching
how the input of new technologies alters the learning and communication between
employees and potentially their clients could shed light on the effects of changing
education and social interactions.
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Conclusion 6
The research studied the impact of the Covid-19 pandemic and the effect of digital
tools on the norms and work practices of employees of small and medium-sized
enterprises in The Netherlands. To do this, a literature review was conducted to
analyze the related works. Next, a methodology was created to perform multiple
case studies across different organizations. Interviews and questionnaire-based
surveys were performed with four different organizations to extract relevant data,
and this data was used to understand the effects of digital tools. This thesis section
will conclude the research by answering the research question. To answer the main
research question of the thesis, we first need to answer each of the sub-questions
presented.

• RQ1: How have organizations adapted their norms and work practices, as well as
their use of digital tools and technologies under the Covid-19 pandemic in their
respective contexts?

This sub-question is answered by studying the related literature and the interviews.
The literature reviews showed that most methods and techniques rely on altering the
work environment to safeguard social distance policies while simultaneously using
tools and technologies to modify existing processes. Measures such as the usage of
online video conferences and consultations were taken. These measures were best
implemented while working closely with IT support teams to help with any arising
technical procedures and settings. Organizations need to consider the design of
both the tool and technology platform and the physical material required, as these
platforms could be implemented on various devices. Next to this, organizations
took measures to create new routines by taking into account the benefit of physical
presence. A measure such as the Robotic Process Automation technology helped
organizations to produce rule-based activities and shift the tasks from employees
to software. This was confirmed during the interviews where all organizations
had implemented video conferencing platforms and other tools that created new
norms and work practices that affected communication and collaboration amongst
employees and clients. Implementing these tools and technologies created a shift in
communication due to meetings and other activities going from online to offline. At
first, this created a shift of informal communication going from offline, while later

60



on, communication became more direct and to the point due to the limited time
of an online meeting. However, organizations had to alter their business strategy,
and sales talk as social cues and changes in a person’s mimic were often lost during
online communication. A positive change in the work practices of organizations was
a decrease in bureaucracy when implementing new tools and technologies. Before,
top management and IT would take months to discuss and implement new tools and
technologies. Now, the change in urgency and mentality in favor of speed created
an environment where tools and technologies would be implemented overnight.

• RQ2: What was the impact of changing organizational norms and work practices,
as well as the digital tools and technologies adopted during the pandemic, on the
organizations’ work practices, efficiency, and performance?

By studying the results of both the interviews and the questionnaire-based survey,
we could see that the changing norms, work practices, and digital tool use impacted
the organizations. The changes improved the organizations’ efficiency during the
pandemic as tools, such as video conference platforms, save costs and travel time
and are better for the environment. Another changing work practice, due to the
implementation of video conferencing platforms, was the increased accessibility
and availability of information for both employees and clients. Now all employees
could join meetings, even when spread across the country. The accessibility and
availability of information helped organizations and clients to work better together
as the information was easily accessible for all parties involved, increasing efficiency.
A direct result is that information was no longer residing within a person but
within a tool. The changing work practice of working from home or remotely
increased employees’ productivity by eliminating travel time. Although this led
to an increase in the efficiency of all departments, the sales department had a
lower conversion success rate due to the pandemic. Digital signing tools cut costs
and change the work practice of signing contracts. Now contracts could be signed
instantly, without being in person, and last-minute changes could be easily made.
Another organizational norm that changed due to adopting tools and technologies
concerns the overview. New tools smoothed the hiring process and information
retrieval due to a comprehensive database that kept the information of all the process
statuses and intake interviews in all. However, the large number of different video
conferencing platforms simultaneously divided the information over multiple tools,
making it harder for employees to keep track of important work and appointments.
All in all, most new tools and technologies increased efficiency and productivity,
although this did not directly impact organizational performance. On the other
hand, organizational overview both increased and decreased due to the presence of
many new tools.
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• RQ3: What was the impact of changing organizational norms and work prac-
tices, as well as the digital tools and technologies adopted during the pandemic,
on the employees’ experience and well-being?

The experience and well-being of employees were impacted due to the changing
norms and work practices and the adopted digital tools and technologies. First,
working from home and remotely gave many of the employees more freedom and
flexibility compared to working with the constant need for consultation. Not all
employees enjoyed this freedom, especially adolescents, since this was one of many
changes during the pandemic that took away most of their social interactions leading
to feelings of depression, anxiety, and loneliness. These employees suffered from
isolation. Working from home also majorly impacted young families since they had
to balance childcare and work completion. A decrease in energy and motivation due
to the feeling of boredom and lack of engagement was also seen by the organizations.
Employees agreed that tasks and processes became duller and more monotone due
to the implementation of new tools and technologies and it became clear to the
managers who did and who did not enjoy their work, leading to a decrease in job
satisfaction and productivity. Next, a more significant number of declined offers
negatively affected the sales department. Finally, both managers and employees
had to deal with the constant need for availability. One of the issues while working
remotely is that it could give employers and employees the feeling of needing to
be constantly available. While in the office, people would take breaks at the coffee
machine or co-workers would interrupt them to go eat lunch. This was not the case
when working from home. The need for availability can cause feelings of anxiety
and stress for both managers and employees. Therefore, organizations must help
employees switch off and take regular breaks.

• RQ4: Based on their so-far experience, what is the plan of the organizations
concerning the return to pre-pandemic tools, technologies, norms, and work
practices, fully or partly?

A combination of interviews and survey results answers this sub-question. The new
tools and technologies organizations implemented during Covid-19 were mostly to
increase efficiency and not as a workaround. Therefore, organizations agree that the
possibility for measures such as working from home or remotely should stay, however,
they also agree that it should not be the main goal. Most organizations favor a
hybrid system where working in the office is the baseline and working from home
is a possibility, to increase flexibility and freedom. Other tools and technologies
implemented will also remain in use. The only norms and work practices that
will go back to their old ways are the ones that used tools and technologies as
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a workaround during the pandemic. This does not mean that those tools will
completely disappear. These tools and technologies will be archived so that they
could be easily re-implemented if a new situation arises. The only note made by
both employees and organizations is the fact that new tools and technologies should
be implemented more appropriately. All in all, the future of most organizations is
not related to the pandemic. The biggest problem in the near future is to find a
way to bring all tools and technologies together to improve organizational overview
through, for example, an interface.

6.1 Research Conclusion

Returning to the main research question of this research:

• What was the effect of the pandemic on Dutch SMEs, with emphasis on
technology uptake, (digital) work practices, perceived organizational and
employee performance, experience, and well-being?

The research reveals that Small to Medium-sized organizations within The Nether-
lands were heavily affected during the recent Covid-19 pandemic and implemented
a large number of tools and technologies during this time. Managers and employees
saw an increase in efficiency and productivity due to these tools and technologies
through enabling digital work (e.g. working from home or remotely) and changing
norms and work practices. However, this increase in efficiency and productivity
did not always improve the perceived performance of the organizations and em-
ployees. An example of this is the higher efficiency in the work processes allowing
employees to send out more invoices or plan more meetings with the client online.
Simultaneously the conversion rate per sale decreased.

Finally, the well-being of the employee was also affected. Some employees found
that working from home or remotely gave them freedom and improved their well-
being. However, organizations saw that the new tools and technologies decreased
the energy and motivation of employees by creating duller and more routine work.
Although employees did not agree significantly with the decrease in energy and
motivation, they did agree that their work became more monotonous. Especially
the well-being of adolescents and young families was hit hard during the pandemic
according to the interviewees. During working from home, young parents had to
work while simultaneously taking care of their children, which increased stress
levels. On the other hand, adolescents lost social connections and suffered from
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isolation and anxiety. In both these cases, working from home negatively impacted
the employee’s well-being.

In the future, organizations aim to maintain work in the office as the baseline with
the possibility of working remotely. Next to this, organizations seek to streamline
the tools and techniques implemented during the pandemic, considering employee
experience.

In conclusion, organizations must be able to effectively use digital technology to
achieve their goals. A list of recommendations for organizations in terms of digital
technology, such as the one proposed by this study, can help organizations assess
their goals, understand the technology, select the right technology, implement and
integrate the technology, and monitor and evaluate its use. By following these
recommendations, organizations can optimize the use of digital technology to
achieve success.
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Appendix A
A.1 All Relevant Figures used During the Research

Fig. A.1.: Statements on how have organizations adapted their norms and work practices
under the Covid-19 pandemic in their respective contexts.
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Fig. A.2.: Statements on what was the impact of changing the work practices from offline
to online on the employees’ perceived performance.
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Fig. A.3.: Statements on based on their so-far experience, what is the plan of the companies
concerning the return of pre-pandemic norms and practices, fully or partly.
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A.2 Statistical Test Results

Fig. A.4.: The T-Tests results for each of the survey questions. The reference labels can be
found in Figure 3.5.
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Fig. A.5.: The ANOVA results for each of the survey questions. The reference labels can be
found in Figure 3.5.
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Fig. A.6.: Average answers per age group for questions Q2.1 to Q2.5
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A.3 List of all relevant statements

A.3.1 All Relevant Statements Made by Organization 1

When covid started we implemented Teams. At the start, we mainly used internal
video calling to have informal conversations, see each other, get a feeling, and
bonding

Later during the pandemic, we started using TEAMS to do progress meetings. These
conversations were in-depth and efficient since they often have a limited time
and less of the small talk you physically have over, for example, a coffee.

Students who are digitally less able had a hard time following class due to a lack of
social cues and mimic that a student would receive in person.

Normally, we spend a lot of time debating whether or not to implement a new
measure or technology. However, due to covid, we needed to implement
technologies overnight.

Due to Teams and other tools we remained available and accessible for both
employees and students. Therefore, I think this was something needed during
and after this time. An example is the WhatsApp groups teachers have with
their students. Because everyone has a phone information is always available
and accessible for the students.

Now during intakes, some teachers only want to teach online via video conferences.
A request we never had before covid-19.

We had multiple clients working in different systems. This made it hard to keep
track of information and meetings. Therefore, we started using TEAMS and
Onedrive in order to create a database that was reachable from everywhere
for everyone.

Some people work more efficiently from home because they are not interrupted,
while others are unable to handle the freedom this provides.

We implemented a tool to digitally sign contracts. Before, this was still on paper.
This is a by-product of Covid-19 because we saw that we needed to be smarter
in certain aspects. Digitally signing save us a lot of physical actions and was
more accurate, thereby improving efficiency.
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Due to the fact that government testing stopped. Therefore, we were unable to
track the performances. Simultaneously we lost a lot of students that left.
Therefore, the dropout rate increased. Once testing started again, the test
results were worse. However, we expected this due to the lack of testing in the
time between.

Most employees wanted to put their shoulders to the wheel. Which led to an
increase in creativity. teachers making guidelines and tutorial videos.

What you see is that everyone started to become a little more creative. Employees
came with tools to increase efficiency and interactive teaching. Activating
work methods/gamification.

The younger generation wants more freedom and Working From Home, while
older generations prefer a cozy workspace, contact with others, and being in a
different environment.

Some employees did not feel comfortable teaching this way, where the students see
you but you cannot see the students.

The longer covid was around the more complaining increased. Employees lost
motivation and did not want to work at home anymore. Especially colleagues
that live alone.

I want to give everyone freedom when it comes to Working From Home however I
want them to know what the baseline is. People can work from home if they
think it is necessary ... I prefer a hybrid system where the baseline is working
in the office with the possibility of working from home.

We will keep using technologies such as Teams that save time and are more efficient.
However, we stopped online testing and went back to physical tests. The same
goes for the intake of new students. This is also due to privileged information.
However, there are exceptions, such as sickness. Therefore, it will remain an
ace up our sleeve.

In the future, we want to implement an online learning environment for our
students where there is no need for a physical book. Where one meets once or
twice a week with a teacher. Right now, this is a market need.
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A.3.2 All Relevant Statements Made by Organization 2

A lot of the informal communication went online. Where normally our weekly
meetings started off with the plans for this week, now we first ask how
everyone’s weekend was and what they did. Something that normally happens
throughout the day.

Online meetings are more to-the-point and wider available for employees to join in
and give their input when they are spread across the country, while physical
meetings improve communication.

It is better for hard and important topics to be face-to-face. Online the mimic is
different, people are less likely to be at ease, and more to the point. We saw the
difference when we started hiring people. We hired people via online meetings
which I would not have hired if I met them in person. While someone that
didn’t come off great online came into our office and was more enthusiastic
and I think I missed that online.

We were fast-tracked to look for a solution due to covid. Solutions and technologies
were implemented faster. However, the company bought new tools and systems
for efficiency, not as a workaround for the pandemic.

Most consultants had to work from home. However, where clients normally would
not allow access without being on the physical location, this quickly changed
during covid.

We hired people via online meetings which I would not have hired if I met them in
person. While someone that didn’t come off great online came into our office
and was more enthusiastic and I think I missed that online.

Potential hires request working from home as a necessity.

Online meetings are more to the point and wider available for employees. Simul-
taneously employees could have meetings with more clients in a day as they
saved travel time. Next to this, it is better for the environment.

Teams helps us to share the information that we have with clients and the other
employees that work remotely.

Remote working increased the productivity and efficiency of an employee as they
could work for multiple clients in one day. This is because they did not have
to travel. Therefore they could use the last hour of the day to work for a new
client.
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Digital signing is implemented in our own tool. This was requested by clients to
improve their efficiency, but also from an environmental point of view.

Maybe covid has something to do with becoming more efficient and creative.
Before it was just the application manager coming up with new things. But
consultants who are working remotely or at another location are able to join
the conference online and give their input.

Online meetings are more to the point and wider available for employees. Simul-
taneously employees could have meetings with more clients in a day as they
saved travel time. This in turn helped us hire new more employees during
covid which increased our growth.

We implemented a recruitment software. To get a good overview and privacy
security. OTIS created an overview for intakes that was not there before.

The many different platforms gave us a clouded overview. Sometimes I forgot
what platform sometime is from. Especially with the fast number of different
conferencing tools.

Some employees loved the freedom of Working From Home. They were able to
do hikes and workouts during work. While others are happy that they do not
have travel time.

Single adolescents fell into a black hole. Because they lost everything. Sport,
friends, school. Always being alone in their room.

Families with young kids had a hard time focusing on work because they had to
entertain their kids as well.

On a screen, people feel like being constantly watched.

Sales managers get a lot of energy from traveling. That aspect of the job was gone
during covid. now all they needed to do was repetitive tasks, such as writing
up orders. They complained that it got a little boring and monotone.

Remote working will partly stay. Some people just work better working remotely,
while others need the office. I think for those people a hybrid system is needed.

The company bought new systems for efficiency, not as a workaround for the
pandemic. Therefore, all the tools implemented during covid will remain in
use. However, technology such as webinars and online meetings will partly go
back to the physical aspect.
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Our future plans are not really covid related, but because we are still growing.
Right now we want to implement interfaces to connect all tools, in order to
improve the overview.

A.3.3 All Relevant Statements Made by Organization 3

During covid, all contact I had with clients was mainly about business. Especially
in video conferences, people went straight to the point.

The implementation of a tool used to take a lot of time, but due to covid, this
changed. Older generations were more open to new implementations. online
signatures, a virtual front desk, and online meetings would not have been
implemented as fast without covid.

Before covid-19 we often had data on our servers. This was not always reachable for
clients or suppliers. Teams ensured that the data was available and accessible
to multiple parties.

Video conferencing is more efficient as it saves travel time. Next to this, it makes
working with multiple parties easier as not everyone has to move to one
location.

We went from one person that knew it all, to systems that had that knowledge.

Before we went to the client and signed the contract in person. However, due to
covid, we started to send contracts via e-mail to sign digitally. This saves a lot
of paper and makes it easier for employees to make last-minute adjustments.

It was unclear before where people could find information. Gap analysis showed
the same data in six sources.

Even though Working From Home is not as applicable to our sector, I do think it is
important that there is a possibility for Working From Home.

The new tools and technologies such as Wish, Brics and Pipedrive will stay as they
would have been implemented without covid. However, covid fast-tracked the
implementation.

In the future, we want to implement an employee rating system for employee of
the month. Next to this, we are trying to implement a new technology that
helps with the maintenance of buildings, where people can scan a QR code
and tell what the problem is.
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"I think we need to use our channels more appropriately in the future. We ask
questions in the wrong channels.

A.3.4 All Relevant Statements Made by Organization 4

Our employees started to video call each other. This way they were able to quickly
see each other for small talk.

Our WhatsApp group became more alive than ever before. For example, by saying
’good morning’, people stayed in contact with each other

When I came to an employee’s desk they did not always say everything. So you
talked later one on one to go in-depth. However, because video conferencing
is often one-on-one the conversations went quickly in-depth.

We lost the "favor factor" with online meetings ... Social cues and mimic when
doing sales and are often lost in translation during video calling.

It was easier to communicate if a colleague is sitting right next to you. During
Working From Home the mental barrier to asking someone a question has
increased. Instead of turning their head and talking. They needed to click to
call or type in their question, which gave them time to hesitate.

We quickly switched to Teams for all meetings due to covid-19. We were already
thinking of teams before covid, however, all implementations went faster
during covid-19.

During Covid, we found out that our accountancy system did not work for other
locations, so we implemented a new system for these locations.

We quickly needed to put up a new database system for the multiple locations.
Therefore, the implementation of TEAMS was used as data storage in order.
This way, everyone was able to access the data and was always up to date on
the statuses

The hiring of people during Covid was hard, due to having a limited view on the
mimic and posture of a person since social cues and mimic are often lost during
online meetings.

During intakes, everyone asks about the possibility of Working-From-Home.
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Sales meetings changed to online, therefore people were less on the road. All that
remained was work-home traffic. This way online meetings saved travel time
and cost.

Sales meetings changed to online, therefore people were less on the road. All that
remained was work-home traffic. The flexibility of Working From Home im-
proved productivity because employees could stay home to work uninter-
rupted.

The number of sales meetings of employees increased, however, their conversion
success rate decreased.

Because of covid our clients asked for a new way to reach their clients. Online
social media packages were created as a new form of advertising with the
company

Clients came to see the benefits of online and social media advertising. Before
physical packages made the most profit, now online packages make the most
profit. Now companies do both the old and new way of advertising, after
seeing the potential.

We switched to TEAMS for all employees in order to create an overall database.
This way employees have a good overview of all the information. Next to
this, we implemented Trello for improving the overview of tasks and statuses.

Some clients use one tool while other clients used another. This in combination
with all the new tools and technologies implemented by the employees started
to lose the overview. Employees need to check their mailbox, WhatsApp, and
Trello. And where was the needed information.

Working From Home gave freedom that some employees enjoyed while others did
not. At home, employees could become lonely.

Families with children were the first to ask to come back into the office.

I think we especially need to keep the flexibility that comes with Working From
Home. It makes people more productive and happier. This is because coming
to work 5 days a week could start to feel like a chore.

The new technologies increased efficiency and overview of specific tasks while
employees are happy to work with the technologies implemented. Therefore,
we will not go back to pre-covid work practices for the most part.
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In the future, we want an interface for all the channels. We have it for different
social media content, so why wouldn’t it work for the channels?
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