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Abstract 

The contemporary work landscape has experienced substantial transformations in recent years due 

to technological advancements, digital communication tools, and shifting employee expectations. 

Telework has become an essential element of the modern work environment and gained significant 

attention. The COVID-19 pandemic has accelerated the widespread adoption of telework for 

business continuity and social distancing. This research investigates the demand and drivers of 

telework among New Zealand back-office personnel post-pandemic. Back-office personnel, in this 

study, refers to employees who perform functions related to administration, operations, and 

support, roles that do not involve direct interaction with clients or customers but are integral to an 

organisation's functioning. The focus on this group is crucial as they represent a significant portion 

of the workforce, and their adaptation to and perceptions of telework can significantly impact 

organisational effectiveness and employee satisfaction. This research examines the attitudes of its 

effects on work-life balance, job satisfaction, and potential as an internal corporate social 

responsibility (CSR) extension. Using a mixed-methods research design, 101 back-office 

personnel in New Zealand participated in a questionnaire and ten in semi-structured interviews. 

Descriptive statistics and thematic analysis were utilised to analyse quantitative and qualitative 

data, respectively. Results indicated a strong demand for telework due to improved work-life 

balance, enhanced flexibility, reduced commuting, and increased productivity. Most participants 

preferred a hybrid telework model, combining the benefits of remote work with in-person 

collaboration. Telework was generally seen as positively impacting work-life balance and job 

satisfaction, but challenges like work-personal life boundaries and social isolation must be 

addressed for sustained benefits. Moreover, findings suggest telework can serve as an internal CSR 
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extension. By incorporating telework into CSR strategies, organisations can tackle key internal 

CSR components, boosting their reputation and long-term success. This study offers insights and 

recommendations for organisations aiming to implement telework policies, emphasising the need 

to accommodate employee preferences while maximising benefits and tackling telework-

associated challenges. 
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Chapter 1: Introduction 

1.1 Background 

The landscape of work has experienced substantial transformations in recent years, driven 

by rapid technological advancements, digital communication tools, and evolving employee 

expectations (Beckel & Fisher, 2022). One significant development is the growing adoption of 

telework, also known as remote work or telecommuting (Mielck, 2021). Telework involves 

working from a location other than the traditional office setting, typically from home or a 

coworking space, utilising digital tools for communication and collaboration (Wibowo et al., 

2022). Telework has become a popular choice for employees seeking a better work-life balance, 

as it enables them to work from any location with an internet connection, thus avoiding long 

commutes and providing greater flexibility in their schedules (Campo et al., 2021). Moreover, 

telework has been shown to improve employee productivity (Maghlaperidze et al., 2021) and job 

satisfaction (Foreman, 2021), reduce overhead costs for employers (Fujii, 2020), and decrease the 

carbon footprint associated with commuting to and from the office (Taborosi et al., 2021). As 

organisations increasingly seek flexible, efficient, and sustainable approaches to conducting 

business, telework has gained significant attention and has emerged as an essential element of the 

modern work environment (Davidescu et al., 2020). 

The Coronavirus disease (COVID-19) pandemic has served as a catalyst for the widespread 

implementation of telework on a global scale (Ning et al., 2021). To mitigate the spread of COVID-

19, governments worldwide introduced lockdown measures and social distancing guidelines, 

which forced organisations across various industries to adopt remote working policies (Ning et al., 

2021). New Zealand, like other countries, underwent multiple lockdowns and restrictions 

throughout the COVID-19 pandemic (O’Kane et al., 2020). As a result, back-office personnel 
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across various sectors, such as finance, administration, human resources, and information 

technology (IT), were compelled to adapt to telework rapidly (Barański et al., 2021). Back-office 

personnel refers to employees responsible for the internal functions and support services within an 

organisation and represent a well-suited group for telework (Edelmann & Millard, 2021). 

However, the rapid shift to telework during the COVID-19 pandemic has highlighted 

several challenges for organisations and employees (Zappalà et al., 2021). One significant 

challenge is maintaining effective communication and collaboration among team members while 

working remotely (Hopkins & Bardoel, 2023). In a traditional office setting, employees can easily 

communicate and collaborate through face-to-face interactions, but telework requires the use of 

digital tools and platforms to facilitate communication and collaboration (Tokarchuk et al., 2021). 

Additionally, telework can lead to social isolation and feelings of disconnection among employees, 

which can negatively impact on their mental health and well-being (Adamovic et al., 2022). 

Another challenge associated with telework is maintaining a work-life balance (Schall, 2019). 

While telework provides greater flexibility in work schedules, it can also blur the boundaries 

between work and personal life, leading to longer working hours and increased workloads (Uzun, 

2021). This can have negative consequences to employee health and well-being and can lead to 

burnout (Beauregard et al., 2019). Moreover, telework can exacerbate inequalities, as employees 

who lack access to reliable ICT or a suitable work environment may be at a disadvantage 

(Beaunoyer et al., 2020). Acquiring knowledge about the benefits and challenges of telework can 

facilitate informed decisions by organisations and employees in adopting this mode of work, 

tackling its associated challenges, and optimising its benefits while diminishing the likelihood of 

potential adverse effects. 
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In parallel with the rise of telework, the concept of Corporate Social Responsibility (CSR) 

has evolved, bringing into focus the importance of internal CSR. In the context of this research, 

internal CSR practices fostering employee well-being, work-life balance, and job satisfaction are 

closely interlinked with telework. As telework emerges as an innovative work arrangement, it 

offers an opportunity for organisations to enact internal CSR initiatives, potentially leading to 

improved job satisfaction among back-office personnel (Beglari, 2022). Internal CSR initiatives 

focus on areas such as Occupational Health and Safety (OHS), work-life balance, employee 

engagement, and job satisfaction (Macassa et al., 2021). Telework can serve CSR objectives by 

promoting workplace flexibility, offering better working conditions for employees with 

disabilities, and supporting environmental goals through reduced commuting and lower office-

related resource consumption (Mayo et al., 2016; Kacprzak et al., 2021). Furthermore, telework 

can enhance employees' work-life balance, empower them with more autonomy, and create more 

inclusive opportunities for those who might face challenges in traditional office settings (Mayo et 

al., 2016; Mielck, 2021). 

On the other hand, internal CSR can contribute to telework by establishing a supportive 

organisational culture and promoting policies that address the challenges associated with remote 

work (Siltaloppi et al., 2021). For example, organisations can develop guidelines for effective 

communication, virtual team building, and mental health support for remote employees (Nayal et 

al., 2022). Additionally, internal CSR initiatives can help ensure that telework policies are 

equitable and inclusive, addressing potential disparities in access to resources, technology, and 

opportunities for career advancement (Parker, 2020). 

Considering the growing prominence of telework, its relationship with job satisfaction, and 

its potential as a conduit for internal CSR, it is essential to investigate the perceptions and 
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experiences of the people most affected by this shift. As back-office personnel often perform their 

duties away from the public eye, their attitudes and experiences can provide unique insights into 

these interrelationships. Therefore, this research centres on the perspectives of New Zealand back-

office personnel towards telework, uncovering how telework impacts their job satisfaction, and 

how it could be harnessed as an internal CSR strategy. From an employee perspective, this research 

aimed to examine the drivers of telework demand and how telework impacts work-life balance 

and job satisfaction. By understanding their viewpoints, this research can provide insights into the 

factors that affect employees' well-being, productivity, and job satisfaction in the context of 

telework. From an organisational perspective, this research aims to explore how internal CSR 

initiatives can influence the implementation of telework in organisations. It will examine how 

organisations can incorporate telework into their CSR strategies and how this has impacted on 

their employees' well-being, productivity, and job satisfaction. By understanding the 

organisational viewpoints, this research can offer valuable insights for managers and policymakers 

on incorporating telework effectively as part of their internal CSR initiatives while promoting a 

more sustainable, equitable, and inclusive work environment for their back-office personnel. 

1.2 The Rationale of this Research 

The rationale for this research was driven by several factors that emphasise the importance 

of understanding the experiences and attitudes of New Zealand back-office personnel towards 

telework. 

Firstly, the COVID-19 pandemic has brought about unprecedented changes in how 

organisations function, with telework becoming necessary for many to maintain their operations 

(Mielck, 2021). This rapid shift to remote work has presented challenges and benefits for 

employees and organisations (Jones, 2022). As the world moves towards recovery from the 
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COVID-19 pandemic, it is essential to examine the long-term implications of telework on 

employees' well-being, job satisfaction, work-life balance, and OHS, which are critical 

components of internal CSR. 

Secondly, internal CSR has gained increasing attention in recent years as organisations 

recognise the importance of employee well-being in achieving sustainable business success 

(Beglari, 2022). The integration of telework into internal CSR practices can provide organisations 

with a competitive advantage by promoting employee satisfaction, reducing turnover, and 

enhancing overall performance (Mayo et al., 2016). Investigating the perspectives of New Zealand 

back-office personnel regarding telework can help organisations identify the factors that contribute 

to the success or failure of telework policies and guide them in making informed decisions. 

Thirdly, while there is a growing body of literature on telework and its implications on 

employee well-being (Ashry, 2021; Dima et al., 2019; Ning et al., 2021), limited research focuses 

specifically on the experiences and attitudes of back-office personnel in New Zealand. This 

research aims to fill this gap by providing a nuanced understanding of how telework has impacted 

this particular group of employees. Filling this identified gap will contribute to the existing 

literature on telework and offer insights into how it can be applied to other contexts and countries. 

The researcher believes that focusing on New Zealand back-office personnel as the target 

population will provide more detailed information to form a comprehensive overall picture of 

attitudes towards telework. To clarify more specifically, back-office personnel refer to employees 

who perform support tasks in an organisation but do not have direct interaction with clients or 

customers and include functions such as the organisation's finances, accounting, HRM, ICT, and 

other administrative tasks (Barone, 2022). Back-office personnel are essential to the smooth 

operation of an organisation because they perform behind-the-scenes tasks that support the front-
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line employees who interact with customers or clients (Kearney et al., 2017). Back-office 

personnel may work in a variety of settings, including office environments, call centres, and other 

administrative settings such as telework. They may also be responsible for a wide range of duties, 

such as data entry, customer service, document processing, and record keeping. Back-office 

personnel are important for an organisation as they play a key role in supporting its operations, 

ensuring efficiency, improving decision-making, and maintaining customer satisfaction 

(Newenham-Kahindi, 2011). Although back-office personnel do not interact with customers face-

to-face, they might communicate with customers via telephone, e-mail or social media (Kearney 

et al., 2017). Due to the nature of their work, back-office personnel are one of the groups that are 

less tied to traditional office environments. Therefore, they are easily adaptable to telework 

because they can perform their job functions remotely using computers and ICT tools from a 

location outside of the office. This group can offer more detailed information based on their 

personal experiences, providing a unique understanding of the benefits and challenges of telework. 

In contrast, surveying the general population, which may include individuals unable to telework 

due to their job requirements or other factors, may not provide a comprehensive picture of attitudes 

towards telework. By focusing on back-office personnel, the researcher believes they can obtain 

more relevant insights that can inform broader discussions about remote work in New Zealand. 

Furthermore, this research will explore the potential benefits and challenges of telework 

for both employees and organisations. It will examine the factors that influence employees' 

attitudes towards telework, such as job flexibility, autonomy, social isolation, and work-life 

boundaries. These insights can be valuable for organisations looking to refine their telework 

policies and practices to better align with employees' needs and expectations. 



 

   

 

15 

Lastly, this research aimed to provide practical recommendations for managers and 

organisations on how to leverage telework as an internal CSR extension. By understanding the 

experiences and attitudes of New Zealand back-office personnel, managers and organisations can 

develop strategies to enhance employee well-being, productivity, job satisfaction, promote work-

life balance, and maintain OHS in a teleworking environment. This may not only contribute to the 

overall well-being of employees but also support the long-term success and sustainability of 

organisations. 

In conclusion, the rationale for this research is grounded in the significant impact of the 

COVID-19 pandemic on the adoption of telework, the growing importance of internal CSR, and 

the need to understand the experiences and attitudes of New Zealand back-office personnel 

towards telework. By exploring these aspects, this research aimed to provide valuable insights and 

practical recommendations for organisations and managers looking to incorporate telework as a 

part of their internal CSR strategy. 

1.3 Research Interest 

The motivation for this research stems from a combination of personal interest and 

experience. As an employee who has worked in a back-office setting for a significant period, I 

have developed a strong interest in understanding the various factors that affect the well-being of 

office-based personnel. Furthermore, my own experiences with remote education during the 

COVID-19 pandemic have provided me with first-hand insight into the potential impact of 

telework. 

Additionally, while studying in New Zealand, I was intrigued by the concept of internal 

CSR. I find it fascinating as it represents a balanced approach for employees and organisations to 

collaborate. I believe that investing in a robust internal CSR programme could lead to substantial 
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mutual benefits for both employees and organisations in the long term. These circumstances have 

sparked curiosity to understand the perspectives and experiences of back-office personnel in New 

Zealand regarding teleworking, specifically in relation to internal CSR and its impact on their work 

and personal lives during and after the COVID-19 pandemic.  

Through personal experiences and discussions with colleagues, I have observed the 

challenges faced by New Zealand office-based personnel as they navigate the new realm of 

telework, which emerged as a critical aspect of work-life during the COVID-19 pandemic. While 

organisations have been implementing various strategies to support employees during this 

transition, there are still many challenges that managers and organisations face in designing and 

implementing effective telework policies that fulfil the unique needs of diverse employee groups. 

Hence, this research is driven by the desire to identify the benefits and challenges that New 

Zealand back-office personnel encounter in the context of telework and to understand its impact 

on their work-life balance and job satisfaction. The aim was to recognise the key components of 

successful telework arrangements and offer insights into how these can be integrated into internal 

CSR practices. Ultimately, this research hoped to contribute to the development of tailored 

telework policies and practices that support the well-being of New Zealand office-based workers, 

enabling them to achieve a better quality of life while working remotely. 

1.4 Research Objectives and Questions 

This research aimed to understand the views and experiences of New Zealand back-office 

personnel regarding telework before, during, and after the COVID-19 pandemic. The goal is to 

gather insights into their perspectives on teleworking and how it has affected their work and 

personal lives. The research aims to understand the attitudes of New Zealand back-office personnel 

towards telework, particularly in the context of its integration as an aspect of internal CSR. This 
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research will not seek a direct response from New Zealand back-office personnel participants 

(participants) on the question of whether telework constitutes an internal CSR extension. Instead, 

this research will ask about the effect of telework on specific areas, such as OHS, work-life 

balance, and job satisfaction, which are key components of internal CSR. The aim was to gain an 

understanding of how telework has on impacted these aspects and to use that information to infer 

the participants' views on telework as an internal CSR extension. By doing so, this research will 

provide a nuanced and in-depth understanding of the attitudes of New Zealand back-office 

personnel towards telework in the context of internal CSR and its potential impact on the work 

environment and employees' overall well-being. 

Based on the information discussed, the objectives of this research were: 

1. To identify if New Zealand back-office personnel have a demand for telework after the 

COVID-19 pandemic and what are the drivers for it. 

2. To determine the experiential effect of telework implementation on New Zealand back-

office personnel’s work-life balance and job satisfaction.  

3. To explore the attitudes of New Zealand back-office personnel toward telework as an 

internal CSR practice during the COVID-19 pandemic and in the future.  

4. Based on the existing literature and research findings, develop recommendations for 

managers and organisations on how telework could be used as an internal CSR extension.  

To reach these objectives, it is crucial to answer the following questions: 

1. Is there a demand for telework among New Zealand’s back-office personnel after the 

COVID-19 pandemic, and what are the drivers for this need?  

2. What attitudes do New Zealand back-office personnel possess due to the impact of 

telework on their work-life balance and job satisfaction?  
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3. What were New Zealand back-office personnel’s attitudes toward telework as an internal 

CSR practice during the COVID-19 pandemic and in the future?  

1.5 Structure of the Research 

 This thesis is structured into five chapters, each addressing specific aspects of this 

research. The chapters are organised as follows: 

Chapter 1: Introduction - provides an overview of this research, discussing the background, 

rationale, research objectives, and questions. It sets the context for this research and outlines its 

purpose and significance. 

Chapter 2: Literature Review - reviews relevant literature on telework, its evolution, 

benefits and challenges, and the concept of internal CSR. It explores the relationship between 

telework and internal CSR, highlighting research gaps that this research aims to address. 

Chapter 3: Research Method - outlines the research design, paradigm, methodology, and 

data collection tools. It also discusses the selection of research participants, recruitment, data 

analysis, and ethical considerations. 

Chapter 4: Analysis and Findings - presents the results from the questionnaires and semi-

structured interviews conducted. It explores the demand and drivers for telework, attitudes towards 

telework as an internal CSR extension, and the impact of telework on work-life balance and job 

satisfaction. It concludes with a summary of the research findings. 

Chapter 5: Discussion, Conclusions and Recommendations - discusses the implications of 

the research findings, draws conclusions based on the results, and provides recommendations for 

managers and organisations on how telework could be used as an internal CSR extension. It also 

examines the strengths and limitations of this research, suggests future research opportunities, and 

concludes the study.  
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Chapter 2: Literature Review 

2.1 Introduction 

This literature review undertakes an examination of a range of academic disciplines and 

their corresponding literature to thoroughly address the research objectives. This endeavour 

involves an in-depth analysis of the various fields of knowledge that may hold valuable insights 

and perspectives relevant to this research and provides a comprehensive overview of telework, 

including a definition, types, benefits, and challenges. It then examines the impact of telework on 

employees' OHS, work-life balance, and job satisfaction drawing on relevant literature to 

investigate the factors driving the demand for telework. Next, the literature review explores the 

concept of CSR in general, internal CSR and its aspects, how telework can serve as an internal 

CSR extension, and the potential role of CSR in managing telework. It then investigated how CSR 

can be utilised to promote employee well-being and OHS in a telework environment through 

various aspects such as policies and practices, training, and corporate culture. 

2.2 The Concept of Telework 

Telework is a term that originated in the 1970s, referring to the integration of 

telecommunication and computing technologies to shift the location of work (Wibowo et al., 

2022). Despite the vast amount of literature on this topic, there is not a universally acknowledged 

and agreed definition for this concept. Instead, the definition of telework has expanded into a wide-

ranging term that includes telecommuting, working from home, flexible working, smart work, e-

work, and other comparable work arrangements such as remote working, distance working, 

satellite office working, virtual work, and offsite work (Shieh, 2019). The multitude of 

terminologies reflects the tendency of scholars to underline the variety of the concept's dimensions. 

However, the main idea is still that employees are available to perform their job in full or partially 
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somewhere other than the premises of the employer, and it profoundly relies on information 

communication technologies (ICT) (Beckel & Fisher, 2022). The International Labour 

Organisation defines telework as the utilisation of technologies such as smartphones, tablets, 

laptops, or desktop computers, for working outside the office of the employer (Bautista-Bernal et 

al., 2021). According to Hajal (2022), telework is a flexible work arrangement that involves 

mutually agreed adjustments to the location and schedule of work between employers and 

employees. These modifications are intended to not only improve the work-life balance and 

flexibility of employees but also meet the operational needs of the organisation (Beauregard et al., 

2019). 

According to Stoicov and Țîru (2021), telework is characterised by three fundamental 

components: the location of the employee, which can range from partially independent to 

completely independent; the utilisation of technology, specifically personal computers, e-mail, 

faxes, and telephones; and the configuration of communication with the organisation, which 

encompasses various modes, communication channels, and frameworks. The Statistical Indicators 

Benchmarking identified by the Information Society categorised four modes of telework, which 

include telework performed from home, mobile telework, freelance telework in a small office or 

home office, and telework conducted in shared facilities external to both the office and the home 

(Belzunegui-Eraso & Erro-Garcés, 2020). 

Maghlaperidze et al. (2021) suggest that telework can be of two types: full-time and part-

time. Under a full-time telework, the employee is required to perform all work duties away from 

the office, with minimal or even without face-to-face interaction with their managers and 

colleagues (Yang et al., 2022). Under a part-time telework, the employee carries out their duties 

for a limited number of days per week, with a portion of the work completed from the office of the 
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employer (Maghlaperidze et al., 2021). According to Smite et al. (2023), in contemporary times, 

a part-time remote work arrangement has come to be frequently called hybrid telework. According 

to Hopkins and Bardoel (2023), hybrid telework is a relatively novel concept that has gained 

prominence during the recent global COVID-19 pandemic and refers to an employment 

arrangement where the employees divide their working time between the traditional workplace 

and remote locations, such as home or a coworking space, cafe, or library. This arrangement 

combines the benefits of telework and office-based work and affords the employee a certain degree 

of autonomy and flexibility regarding the location in which they carry out their work tasks 

(Hopkins & Bardoel, 2023; Kwok et al., 2022). Overall, considering that there are various 

interpretations and definitions of telework, scholars and practitioners must establish clear 

boundaries and dimensions to ensure consistency and comparability across different studies and 

contexts. 

2.3 Evolution of Telework 

The idea of teleworking is far from being a recent innovation and has been a subject of 

discourse among both academic experts and industry professionals since the mid-twentieth 

century. The origins of teleworking can be traced to the 1950s when technology allowed 

telecommuting by linking subsidiary locations with headquarters using so-called dumb terminals 

connected via telephone lines as a network channel (Mielck, 2021). However, the historical records 

suggest that the term "telecommuting" was coined by Jack Nilles, an engineer at the National 

Aeronautics and Space Administration (NASA), in 1972 (Shieh, 2019). In the 1970s, this 

phenomenon gained more attention from scholars who began to examine the potential of telework 

as a new mode of work and less commuting (Uzun, 2021). The rise of telework was largely driven 

by the oil crisis of the 1970s, which significantly increased fuel costs for daily commutes (Shieh, 
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2019). In the decades spanning the 1980s and 1990s, interest in telework gradually gained 

momentum along with the advancements in technology. At that time, telework was associated with 

using landline telephones, fax machines, and stationary computers (Bailey & Kurland, 2002). 

However, with the further rise in communication technologies and the growing availability of 

internet access, telework has become more affordable for the broader public (Mielck, 2021). In 

modern times, it can be described as a virtual or Cloud-based office accessible from anywhere 

with a gadget and internet connection (del Carmen Gutierrez-Diez et al., 2018). 

Nevertheless, despite the growing potential for teleworking, many managers and 

organisations were modest to adopt these practices, which resulted in a limited number of 

employees engaging in telework (Uzun, 2021). Data from the 2000s and 2010s show that 

teleworking was still a niche practice, with only a small-scale group of the workforce participating 

in remote work arrangements. For example, in 2005, the United States of America (U.S.A) Census 

Bureau estimated that only 2.6% of employees in the country were teleworkers which grew slightly 

to 4.3% in 2010 (Mateyka et al., 2012). Similarly, the European Commission report suggests that 

the proportion of employees in the European Union (EU) working at least sometimes from their 

homes in 2009 was 5.2% and increased to 9% in 2019 (Milasi et al., 2021). However, the COVID-

19 pandemic has had a vast impact on the landscape of work, catalysing the extensive adoption of 

teleworking (Nguyen, 2021). Governments worldwide introduced the omnipresent implementation 

of COVID-19 lockdowns and health mandates that limited in-person interaction and organisations 

were forced to take measures to ensure business continuity (Ning et al., 2021). Government 

requirements and health reasons induced the widespread shift to work from home in all industries 

where it was possible (Parker, 2020). For instance, in New Zealand, an estimated 40% of the total 

workforce shifted quickly from traditional office locations to telework (Green et al., 2020). 
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The sudden transition to telework has resulted in a novel work reality for many 

professionals, necessitating an adjustment to an unfamiliar operating environment (Tokarchuk et 

al., 2021; Zappalà et al., 2021). During the initial period of forced remote work implementation, 

studies showed that telework had a negative impact on health and well-being of employees, 

including increased rates of mental health issues, stress, burnout, and anxiety (Zalat & Bolbol, 

2022; Oakman et al., 2020; Xiao et al., 2021). Additionally, Adamovic et al. (2022) argued that 

telework may induce work-family conflict as well as impose additional financial burdens on 

employees in terms of modifying their homes to accommodate a suitable work environment. 

Nevertheless, despite the initial identification of negative impacts research indicated a 

growing demand for telework among employees after the COVID-19 pandemic (Babapour Chafi 

et al., 2022; Brunelle & Fortin, 2021; Grzegorczyk et al., 2021). Moreover, a survey of over 2000 

teleworking employees revealed contradicting findings to the studies during the beginning of the 

COVID-19 pandemic (Robinson, 2022). The data suggests that teleworking employees are more 

productive and working from home positively impacts their self-reported mental health (Robinson, 

2022). Furthermore, employees of medium and big-size organisations (Bloom, 2021) and 

employees of giant corporations such as Apple (O’Brien, 2022) have expressed their desire to 

continue teleworking. Several studies suggest that at the current time, organisations have realised 

that telework could be a permanent or long-term alteration to the traditional working arrangements 

that will persist even after the resolution of the COVID-19 pandemic (Cieniewicz, 2023; Pan & 

Shaheen, 2022). Donthu and Gustafsson (2020) claim that the aftermath of the COVID-19 

pandemic will impact CSR policies because policymakers are likely to consider taking steps to 

foster increased flexibility and reduce work-life conflict. However, studies conducted on telework 

during the COVID-19 pandemic have produced a wide range of results, including the opposed 
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ones. Given the contradictory nature of the available data, it becomes essential to thoroughly 

examine the phenomenon of telework and its associated outcomes for organisations and employees 

in a detailed manner. 

2.4 Telework in New Zealand Before and During the COVID-19 Pandemic 

The data available on telework in New Zealand is relatively limited. There were only two 

surveys conducted by government agencies before the COVID-19 pandemic in 2012 and 2018 that 

are available in open sources (Statistics New Zealand, 2014; Statistics New Zealand, 2019). The 

2012 Survey of Working Life indicated that approximately one-third of New Zealand employees 

had worked from home for at least a few hours each week (Statistics New Zealand, 2014). 

According to more recent data from 2018, only around 3% of New Zealand employees primarily 

worked from home, with one-third of employees reporting some form of telework with an even 

distribution between males and females (Statistics New Zealand, 2019). The capacity to work from 

home varies by industry, with the education sector reporting the highest percentage of employees 

teleworking to some extent (70%), while the retail, trade, accommodation and food services sectors 

reported the lowest rate (10%) (Statistics New Zealand, 2019). Comparing the 2012 and 2018 data 

shows that the proportion of the New Zealand workforce engaged in some form of telework had 

remained stable at around 30%. 

However, following the the COVID-19 pandemic, New Zealand underwent a significant 

shift towards telework due to the implementation of lockdown measures (Mayer & Boston, 2022). 

The first national Alert Level 3 and 4 COVID-19 lockdowns occurred between the 25th of March 

and the 13th of May 2020, while other lockdowns took place periodically as new community cases 

of COVID-19 emerged, with varying restrictions imposed across different regions (Mayer & 

Boston, 2022). The lockdowns resulted in an estimated 40% of New Zealanders engaging in 
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telework, a substantial increase from the rate before the COVID-19 pandemic (Green et al., 2020). 

As reported by Auckland Council (2020), approximately 770,000 employees who typically worked 

in urban offices transitioned to full-time telework to help control the spread of the COVID-19 

virus. The recent data suggest that the aspiration for telework in New Zealand after the COVID-

19 pandemic remains higher compared to the pre-COVID-19 time. According to O’Kane et al. 

(2020), a survey of 2,560 employees found that 22% of the participants prefer to telework full-

time, and 67% desired a hybrid telework option. Another survey with over 1,000 New Zealanders 

participating revealed that 48% of participants would consider quitting their job if their employers 

forced them back into the office full-time (Hewett, 2022). While the studies do not directly provide 

information on the current telework in New Zealand, their findings suggest that the percentage of 

employee teleworking remains high following the COVID-19 pandemic. This research included 

related questions in the questionnaire to gain insight into employees telework demand and current 

telecommuting rates. 

2.5 Benefits and Challenges of Telework 

This section discusses the potential benefits and challenges associated with telework that 

can influence the decision-making of both employees and employers when it comes to choosing 

telework as a mode of working with a focus on work-life balance and job satisfaction. 

2.5.1 Job Satisfaction 

Job satisfaction refers to the level to which employees are satisfied with their work (Kunda 

et al., 2019). It is defined as a pleasant or positive emotional state that results from the general 

evaluation of the job or labour that employees are experiencing (Loor-Zambrano et al., 2020). 

Telework is often associated with job satisfaction, but the actual impact of telework on job 

satisfaction is inconclusive (Allen et al., 2015). This can be explained by the complex relationship 
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mediated by several factors (Gajendran & Harrison, 2007). While job satisfaction can be 

considered the ultimate result, it is influenced by several variables such as work-life balance, job 

autonomy, work flexibility, social connection, and the potential for isolation and disconnection 

from colleagues and the workplace (Kaushal, 2021). 

Furthermore, the degree to which teleworking affects job satisfaction may vary depending 

on individual employee differences, such as personality traits and the extent and nature of the 

telework (Tavares, 2017). For instance, introverted employees may find teleworking more 

satisfying due to reduced social interaction, whereas extroverted employees might perceive it as a 

disadvantage (Vega et al., 2015). Additionally, the quality of communication and managerial 

support can play a significant role in determining job satisfaction among teleworkers (Maruyama 

et al., 2009).Therefore, it is crucial to examine these mediated factors and consider individual 

employee differences to comprehend and forecast the impact of telework on job satisfaction. 

2.5.2 Work-life Balance 

According to Mazur-Wierzbicka (2015), employees have different social roles, such as 

parents, children, wives, husbands, friends, and members of the community. Thus, besides work 

time, employees need free time to foster personal relationships, self-development, and recovery 

(Mazur-Wierzbicka, 2015). However, the work-life balance concept does not imply the complete 

separation of personal life from the working one but rather merges both lives to embrace job, 

family, and leisure in one synergy with the easy shift between them (Gołaszewska-Kaczan, 2015). 

One of the telework extensively researched outcomes is its ability to facilitate the 

management between professional and personal roles and decrease work-to-life conflict 

(Beauregard et al., 2019; Shieh, 2019; Uzun, 2021). For instance, a study conducted on employees 

who worked both in an office and at home found that the more they teleworked, the greater their 
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reduction in work-to-life conflict (Schall, 2019). Similarly, Beauregard et al. (2019) found that 

teleworking employees with flexible job scheduling reported better work-life balance, as they 

could organise their work tasks in a way that aligned with their personal and family responsibilities. 

2.5.2.1 Telework and Commuting 

Telework is often regarded as a means to improve work-life balance by reducing 

commuting, which is commonly associated with time and stress (Chatterjee et al., 2020). 

Numerous studies have demonstrated that telework can save employees significant time by 

reducing or eliminating commuting (Jones, 2022; Hook et al., 2020; Zürcher et al., 2021), 

particularly in densely populated urban areas with traffic congestion and limited public 

transportation options (Hook et al., 2020), and the rural regions where commuting to offices 

located in downtown districts can be time-consuming and expensive (Shieh, 2019). For example, 

Pabilonia and Vernon (2021) found that the average teleworker who works from home on a given 

day saves approximately one hour by eliminating their daily commute. In addition, Pabilonia and 

Vernon's (2021) research indicated that males save an average of 15 minutes on grooming 

activities during the work-from-home weekday, while females save 23 minutes on such activities. 

Nevertheless, several studies have noted that employees who engage in occasional 

telework often have a longer one-way distance between their residence and place of work than 

those who work on-site (Hook et al., 2020; Wöhner, 2022). Hook et al. (2020) suggest that 

employees who engage in telework accept to endure longer commuting times in exchange for the 

ability to work from home. Nonetheless, there are findings that even partial telework reduces the 

average weekly travel distance and time (Wöhner, 2022) and decreases the stress associated with 

the commuting rush (Kazekami, 2020). Therefore, the ability of telework to reduce commuting 
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has an overall positive potential to improve work-life balance by saving employees time and 

decreasing stress. 

2.5.2.2 Job Flexibility 

Another frequently discussed aspect of telework that may promote better work-life balance 

is flexible job scheduling. Flexibility in the work schedule refers to the ability of an employee to 

adjust the timing and structure of their work activities to accommodate other demands and 

commitments in their personal life (Messenger, 2019). According to Caillier (2018), flexible work 

schedules are a modern employment practice that allows employees to have more control over the 

time, location, and regime of work. This assists in addressing the family demands faced by the 

modern workforce, particularly dual-earner couples and those with dependent care obligations 

(Caillier, 2018). For instance, Haddock et al. (2006, as cited in Beauregard et al., 2019) survey 

found that dual-earner couples could balance work and family time by utilising flexible work 

schedules to work during periods when their children were occupied or asleep. Beauregard et al. 

(2019) argued that teleworkers can accomplish more work by utilising flexible scheduling and 

simultaneously balancing work and family responsibilities. Telework also allows employees to 

take advantage of unscheduled time during the workday to attend to non-work tasks, such as 

medical appointments or running errands, without having to sacrifice work time (Sarbu, 2018; 

Thompson et al., 2022). Additionally, flexible work schedules can be advantageous for employers 

by helping them to reduce employee turnover rates and increase employees' commitment to the 

organisation (Caillier, 2016; Mutiganda et al., 2022). Studies have shown that teleworkers who 

experience reduced levels of work-to-life conflict also tended to have higher job performance, job 

satisfaction, and decreased levels of job-related stress that, in turn, provide lower intentions of 

leaving the organisation (Beauregard et al., 2019; Mutiganda et al., 2022; Thompson et al., 2022). 
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Furthermore, telework enables employees to demonstrate greater adaptability in the meeting 

demands of employers because it allows them to plan online appointments with international 

colleagues and customers in different time zones by scheduling early morning or evening 

conference calls (Beauregard et al., 2019; Mayo et al., 2016). Overall, teleworks flexible job 

scheduling provides employees with greater control over their work and personal lives, allowing 

them to balance their responsibilities more effectively, resulting in increased job satisfaction, lower 

work-to-life conflict, and reduced job-related stress, ultimately benefiting both employees and 

employers. 

2.5.2.3 Telework and Work-life Boundaries 

Despite the widespread recognition of telework as a tool for improving work-life balance, 

its actual impact on this aspect remains inconclusive. For instance, Beauregard et al. (2019) 

claimed that when work is conducted in the same physical space that an employee uses for their 

personal life, it can pose challenges in creating and sustaining distinct boundaries between work 

and non-work domains. Jostell and Hemlin (2018) suggest that teleworkers may face problems in 

maintaining boundaries between work and their personal life, as the time and place separations 

that naturally exist for office-based employees are less evident. Likewise, the simultaneous 

presence of work-related and non-work-related signals within the same physical environment can 

hinder disengaging from work-related thoughts and behaviours during non-work hours (Widar et 

al., 2022). 

Moreover, Abendroth and Reimann (2018) claim that teleworkers have a tendency to work 

longer hours and remain online for extended periods, which can escalate the blurring of boundaries 

between work and non-work domains. According to Beauregard et al. (2019), the increased 

availability of ICT has resulted in an "always-on" culture where employees are expected to be 
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contactable and responsive even outside of regular working hours. This pressure is even greater 

for teleworkers who must rely on ICT to demonstrate their virtual presence and show that they are 

working (Freeman, 2021). As a result, teleworkers encounter the dilemma of balancing ICT use to 

maintain relationships with colleagues with the need to disconnect from work during personal time 

(Beauregard et al., 2019). 

The COVID-19 pandemic has generated a wealth of new research on telework, examining 

its impact on work-life balance. For instance, a scoping literature review of 131 publications 

revealed that while telework may facilitate participation in parenting, it can also lead to work-

family conflicts (Elbaz et al., 2022). Furthermore, Fominykh (2020) suggests that the COVID-19 

pandemic caused the sudden transition to telework which was accompanied by a host of challenges 

such as poor technical readiness, lack of dedicated workspaces, and the presence of other family 

members in the home. These challenges maybe the reason for a negative attitude to telework and 

reduced job satisfaction (Fominykh, 2020). On the other hand, Allen et al. (2021) claimed that 

teleworkers who were able to manage physical and social boundaries within the home environment 

reported greater job satisfaction. The employees who had separate and designated spaces for work 

activities appeared to find it easier to disconnect from their work (Beauregard et al., 2019). 

Conversely, a lack of a home office may intensify the unfulfilled requirements of employees to set 

apart their work and private life, thereby reducing their work-life balance (Allen et al., 2021). 

Similarly, teleworkers leveraged ICT to manage work-life boundaries by using separate electronic 

devices such as computers and telephones for work and shutting them down at the end of the 

workday (Beauregard et al., 2019; Elbaz et al., 2022). 
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Hence, the findings, specifically those obtained amidst the COVID-19 pandemic, propose 

that the employees' practices in managing boundaries can serve as a crucial measure to mitigate 

the unfavourable consequences of teleworking. 

2.5.3 Productivity 

Higher productivity is another benefit often associated with telework. Productivity is 

defined as the amount of output produced per unit of input, such as labour hours (Bailey & 

Kurland, 2002). Increased productivity is beneficial for both employees and employers, as it can 

lead to enhanced job satisfaction, work-life balance, and organisational performance (Golden & 

Eddleston, 2020). Several studies have suggested that teleworking can positively impact employee 

productivity (Bailey & Kurland, 2002; Gajendran & Harrison, 2007). Golden and Eddleston (2020) 

reported that teleworking could lead to increased job performance and productivity due to reduced 

distractions, increased autonomy, and better work-life balance. However, it is essential to note that 

the impact of telework on productivity is not universal and may depend on various factors such as 

job type, task complexity, and telework arrangement (Fonner & Roloff, 2010). For example, 

teleworking may be more suitable for jobs that require a high degree of concentration and minimal 

interruptions, while it may be less effective for jobs that necessitate collaboration and constant 

communication with team members (Fujii, 2020). 

Additionally, individual differences in employees' work habits, self-discipline, and home 

environment can also influence productivity levels while teleworking (Zürcher et al., 2021). Some 

employees may struggle with maintaining productivity in the absence of clear boundaries between 

work and personal life or face difficulties in managing distractions in their home environment 

Fujii, 2020). To maximise productivity benefits, organisations should consider implementing 

supportive measures, such as providing proper training to employees on time management, setting 
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clear expectations, and offering necessary resources and technologies for efficient remote work 

(Ma, 2021). Additionally, organisations should evaluate the suitability of telework based on job 

type, employee preferences, and the overall organisational culture to ensure an effective and 

productive teleworking arrangement (Stoian et al., 2022). Therefore, telework has the potential to 

enhance productivity, but its impact is contingent on various factors. 

2.5.4 Employee Autonomy 

One of the fundamental factors in the association between telework and job satisfaction is 

the extent to which employees have autonomy over their work arrangements, represented by 

discretion over the timing, location, and work mode (Even, 2020). Such autonomy can potentially 

contribute to a higher sense of job control, which is positively associated with job satisfaction 

(Beauregard et al., 2019; Tudu & Singh, 2022). The concept of job control, as a critical determinant 

of job satisfaction, is based on the theory of self-determination, which assumes that employees 

have an inherent drive for autonomy and a need to feel in control of their environment 

(Ngamkroeckjoti et al., 2022). The ability to control one's work arrangements is considered an 

essential aspect of fulfilling this need, and it can lead to greater job satisfaction as a result (Tudu 

& Singh, 2022). Therefore, the evidence suggests that autonomy over work arrangements is a 

crucial factor in the relationship between telework and job satisfaction. However, it is important 

to acknowledge that other factors, such as the nature of the work and employee preferences, may 

also influence the relationship between telework and job satisfaction. 

2.5.5 Duration and Extent of Telework 

According to Golden and Veiga (2005, as cited in Brunelle & Fortin, 2021), there is a 

positive association between telework and job satisfaction when the extent of telework is relatively 

low. Beauregard et al. (2019) indicate by working less than 12 hours per week, teleworkers are 
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less likely to experience adverse consequences of telework, such as isolation and frustration, and 

are more likely to benefit from the perceived increase in autonomy, leading to higher levels of job 

satisfaction. Similarly, according to Brunelle and Fortin (2021), the benefits of telework become 

less prominent and the negative consequences more prevalent as the extent of telework increases 

beyond 15.1 hours per week, indicating a threshold beyond which the positive association between 

telework and job satisfaction fades away. 

Although previous studies initially questioned the benefits of telework, a meta-analysis by 

Gajendran and Harrison (2007, as cited in Foreman, 2021) confirmed a positive association 

between telework and job satisfaction for both low and high-intensity teleworkers. The mechanism 

for this association was mediated by reduced work-family and work-life conflicts, improved 

supervisor relationships, and increased job autonomy (Foreman, 2021). Likewise, a study by 

Fonner and Roloff (2010 as cited in Beauregard et al., 2019) found that employees who extensively 

used telework, working from home three days or more per week, remained more satisfied than 

their office-based colleagues. This job satisfaction can be linked to working in a less stressful 

setting, away from the distractions and policies of the traditional office environment (Beauregard 

et al., 2019). Therefore, as the findings are inconsistent, careful consideration and selection of the 

appropriate duration extent for telework may be critical to diminish the negative consequences. 

2.5.6 Social Isolation 

The most mentioned adverse outcomes of telework are social isolation and disconnection 

from the workplace community. According to Even (2020), the presence of social interaction and 

the perceived availability of support from relevant parties can significantly enhance an employee's 

level of job satisfaction. The sense of belongingness and inclusion that comes from positive social 

interactions can generate feelings of fulfilment, happiness, and well-being (Bentley et al., 2016). 
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On the other hand, the absence of in-person interaction with colleagues and the workplace 

community can lead to feelings of loneliness and detachment, which can affect emotional and 

psychological states (Even, 2020). 

According to Schall (2019), extensive telework increases the reliance on ICT to 

communicate with colleagues and managers which can augment isolation and frustration. 

Similarly, Adamovic (2022) suggests that telework can be also destructive to an employee’s well-

being due to so-called Zoom fatigue. Collins et al. (2016) found that full-time teleworkers were 

more likely to experience social isolation and decreased social support from their office-based 

colleagues compared to part-time teleworkers. Bentley et al. (2016) examined the mediating role 

of social isolation in the relationship between organisational support and employee outcomes in 

28 New Zealand organisations. Results showed that administrative support was positively related 

to job satisfaction and negatively associated with psychological strain (Bentley et al., 2016). The 

experience of isolation in the context of teleworking depends not only on the act of teleworking in 

substance but also on the extent to which the organisation provides support to facilitate effective 

teleworking and promote job satisfaction (Adamovic, 2022; Even, 2020; Williams, 2021). 

Therefore, organisational social support can be an essential tool in enhancing the telework 

environment and mediating the feeling of isolation for employees. 

2.5.7 OHS and Well-being 

The discussion about the connection between telework and OHS has been explored from 

various perspectives and aspects. It is generally acknowledged that telework can support both the 

continuation of business operations and the welfare of employees during times of disruption, such 

as natural disasters and outbreaks (Donnelly & Proctor-Thomson, 2015; Green et al., 2017; Green 

et al., 2020; Ning et al., 2021). For example, several studies confirmed the ability of telework to 
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support business continuity during a series of earthquakes in Christchurch in 2010 and 2011 

(Donnelly & Proctor-Thomson, 2015; Green et al., 2017). Sarnosky et al. (2022) suggest telework 

provided the resiliency of employees to perform tasks from a safe place during a hurricane in the 

United States in 2017. Additionally, there are numerous studies on telework and its capacity to 

support business continuity and employee OHS during the COVID-19 pandemic (Athanasiadou & 

Theriou, 2021; Green et al., 2020; Houston & Foster, 2021; Ning et al., 2021). Therefore, telework 

can be a valuable tool to ensure operational resilience in challenging circumstances while 

safeguarding OHS and well-being of employees. 

Furthermore, discussions about telework also cover its impact on both physical and mental 

health. According to World Health Organization and International Labour Organization (2021), 

employees who work from home reported that telework had a positive impact on their overall 

health. Moreover, telework has been shown to reduce blood pressure in two studies: one found 

that teleworkers had fewer complaints about high blood pressure, while another found that blood 

pressure was higher when working in an office (WHO, 2021). On the other hand, Beckel and 

Fisher, (2022) suggested potential adverse effects, including musculoskeletal damage, back pain, 

and eye strain, while Wöhrmann and Ebner (2021) suggested that extended working hours may 

lead to fatigue and anxiety. In addition, Buomprisco et al. (2021) found that inadequate air 

conditioning or poor circulation in the homework environment can create suboptimal local 

atmospheric conditions, posing additional health risks. Therefore, employees and organisations 

need to pay attention to and address issues such as ergonomics and poor environmental conditions 

to prevent adverse health effects associated with telework. 

Moreover, several studies looked into how telework affects health behaviours such as 

physical activity and nutrition. According to Henke et al. (2016), employees who telework had a 
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lower risk of poor nutrition, physical inactivity, and tobacco use compared to those who do not 

telework. The study also found that teleworkers who spent more than 50% of their time 

teleworking during weekdays had a lower risk of alcohol abuse, but those who teleworked on 

weekends had a higher risk (Henke et al., 2016). Chakrabarti (2018 as cited in WHO, 2021) claims 

that telework was associated with a 71% increase in the probability of achieving at least 30 minutes 

of daily physical activity. Similarly, Rodríguez-Nogueira et al. (2020) found an increase in 

physical activity frequency and a shift towards strength and stretching exercises among employees 

who had to telework due to the COVID-19 pandemic. Furthermore, Restrepo and Zeballos (2020) 

revealed that employees who telework from home have more time to prepare and consume food, 

which could lead to health benefits. This is because home-cooked meals are usually considered to 

be less calorie-dense and more nutritious than meals purchased from nearby cafes and restaurants 

(Restrepo & Zeballos, 2020; WHO, 2021). Additionally, Niu et al. (2021) observed an increase in 

total sleep time among employees in Japan during a mandatory COVID-19 lockdown. Overall, the 

available research suggests that telework can positively affect various health behaviours and 

outcomes, including physical activity, nutrition, and sleep, highlighting the potential benefits of 

telework arrangements for employee well-being. 

Telework can positively and negatively impact employees' mental health and social well-

being. Well-organised and executed telework can improve work-life and work-family balance and 

provide a sense of autonomy, leading to positive psychological outcomes (Adamovic, 2022; 

Beckel & Fisher, 2022). However, telework can also have adverse effects, including slower work 

pace, longer working hours, work-life balance issues, isolation, detachment, and even risks of 

violence and harassment such as cyberbullying (Beckel & Fisher, 2022; Elbaz et al., 2022; WHO, 

2021). During the COVID-19 pandemic, the implementation of telework has been mandated, 
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potentially causing dissatisfaction among employees who prefer to work in a traditional office 

setting (Beckel & Fisher, 2022; Elbaz et al., 2022). Research suggests that employee preference 

may influence the mental health consequences of teleworking, highlighting the importance of 

considering individual employee needs and preferences when implementing telework policies 

(Adamovic, 2022; Athanasiadou & Theriou, 2021; Beckel & Fisher, 2022; Otsuka et al., 2021) 

Therefore, it is crucial to consider both the potential benefits and risks of telework as well as the 

personal preferences of employees. It is necessary to develop and implement appropriate strategies 

to mitigate any negative impact on employees' mental health and safety and well-being. 

2.6 Telework and CSR 

The widespread adoption and implementation of telework, which was greatly accelerated 

by the COVID-19 pandemic, has led many organisations to recognise the importance of 

developing effective practices and policies tailored to the needs of employees and organisations 

(Metwally et al., 2022). From this perspective, it is essential to consider the potential role of CSR 

in managing telework arrangements (Parker, 2020). Especially internal CSR, which focuses on the 

well-being of employees as the primary internal stakeholders (Wampole, 2022). In the context of 

telework, internal CSR can be substantial for ensuring the maintenance of employees' health, 

safety, and well-being while supporting organisational objectives (Parker & Narayanan, 2022). 

This section will explore the concept of CSR in general and the specific aspects of internal CSR 

that are relevant to telework, including the potential role of training, corporate culture, and 

management practices in promoting employee OHS, well-being, and CSR goals. Ultimately, 

reviewing the literature on these topics can provide a better understanding of the potential for 

telework to serve as an effective internal CSR practice. This insight will be invaluable in 

addressing one of the key research questions, namely, the attitudes of New Zealand back-office 
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personnel towards telework as an internal CSR practice during the COVID-19 pandemic and in 

the future. 

2.7 Concept of CSR 

CSR is a complex and multidimensional concept that has been extensively discussed in 

both academic and practical settings. Carroll's Pyramid of CSR (1979, as cited in Cheng, 2021) 

provides a comprehensive framework that encapsulates the main dimensions of CSR. According 

to Carroll, CSR comprises economic, legal, ethical, and discretionary (or philanthropic) 

responsibilities. Economic responsibilities refer to the expectation that businesses will be 

profitable; legal responsibilities require adherence to laws and regulations; ethical responsibilities 

encompass societal expectations that go beyond the law; and philanthropic responsibilities involve 

corporate actions that further societal welfare (Forney, 2018). 

Although there is no consensus on its definition, many authors provided various 

interpretations. For instance, Carroll (2009) defines CSR as the economic, legal, ethical, and 

discretionary expectations that society imposes on organisations. According to Cheng (2021), CSR 

involves a management approach that considers both social and environmental factors in an 

organisation’s operations and engages with stakeholders to address related issues. The World 

Business Council for Sustainable Development (WBCSD) characterises CSR as a permanent 

organisational commitment to demonstrate ethical behaviour that contributes to economic growth, 

improved living standards for employees and their families, and the community and society's 

development (Low, 2016). This interpretation also resonates with Carroll's framework, 

emphasising a balance between economic, ethical, and philanthropic responsibilities. The 

International Organisation for Standardisation (ISO) 26000 defines CSR as an organisation's 

obligation to be accountable for its decisions and actions' effects on society and the environment, 
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emphasising ethical and transparent conduct that supports sustainable development and 

stakeholder expectations (Moratis, 2016). 

CSR was introduced into academic literature by Howard Bowen in 1953 (Mahyuni, 2016). 

Bowen defined CSR as the responsibility of organisations to pursue policies and make decisions 

that align with the values and goals of the community (Forney, 2018; Wampole, 2022). This 

perspective paved the way for a closer tie between organisations and communities, emphasising 

the ethical and philanthropic aspects of CSR as described in Carroll's Pyramid. In the 1960s, most 

scholars agreed that organisations and communities are closely tied, and for the development of a 

healthy organisation, the community where this organisation operates must also be healthy 

(Beglari, 2022). During the 1970s, the discussion about CSR gained more prominence from a 

financial standpoint, and CSR initiatives have been found to correlate positively with an 

organisation's financial performance (Cook, 2022; Lee, 2008). In the 1980s, organisations began 

to view CSR strategically as a tool to enhance their public image, boost employee morale, and 

develop stronger relationships with stakeholders to achieve a competitive edge (Mahyuni, 2016). 

During the 1990s, CSR evolved as a means for organisations to create long-term value by 

integrating the triple bottom line concept, increasing transparency and accountability through 

annual reports, and becoming an essential aspect of both organisations and the community (Kolk, 

2016; Moravcikova et al., 2015). The development of CSR in the 21st century has been shaped by 

factors such as globalisation, ICT advancement, and public awareness of the impact of 

organisations on communities and the environment (Wampole, 2022). The importance of 

sustainability increased, leading to a trend of sustainability annual reporting and recognition of 

integrating social and environmental issues into core organisational strategies (Latapí Agudelo et 

al., 2019; Sudirman & Upe, 2021). The evolution of CSR over the years, driven by factors such as 
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public awareness, financial performance, strategic advantages, and global challenges, has 

demonstrated that it has emerged as an essential aspect of modern organisational operations, and 

the rejection of CSR is no longer a viable option for organisations. 

2.8 Internal CSR 

CSR initiatives can be divided into external and internal. External CSR initiatives 

encompass relationships with stakeholders and the environment (Jia et al., 2019; Wampole, 2022). 

External CSR initiatives may include protecting customers' interests, supporting charity, managing 

natural resources, community development, and maintaining stakeholder transparency and trust 

(Cheng, 2021; Kacprzak et al., 2021; Zhang et al., 2017). On the other hand, internal CSR 

initiatives refer to programmes directed towards the organisation's workforce and encompass a 

range of practices to enhance employees' working conditions, job satisfaction, and overall well-

being (Beglari, 2022; Wampole, 2022). These practices can include policies and regulations that 

ensure employees are provided with healthy and safe working environments, equal opportunities, 

promoting work-life balance, and support for work-family relationships (Macassa et al., 2021). 

Moreover, internal CSR programmes can also offer employees personal and professional 

development opportunities, such as training programmes, mentoring, coaching, and career 

planning (Adu-Gyamfi et al., 2021; Lu et al., 2019). These initiatives are critical for enhancing 

employee skills, knowledge, and competencies, leading to higher job satisfaction, better employee 

engagement, and increased productivity (Al-Ghazali et al., 2021; Low, 2016). Research suggests 

that the success of organisations is significantly reliant on qualified, motivated, and satisfied 

employees who can meet clients' needs and give the organisation a competitive advantage (Low, 

2016; Wampole, 2022). Providing appropriate internal CSR programmes can significantly 

influence employees' attitudes and behaviour towards organisational commitment, positively 
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impacting the organisation's sustainability (Adu-Gyamfi et al., 2021). Thus, implementing internal 

CSR programmes along with positive effects on employees ultimately contributes to an 

organisation’s sustainability and competitive advantage. 

2.8.1 Relationship Between CSR and Human Resource Management 

Human resource management (HRM) refers to the strategic approach to the effective 

management of the workforce that helps the organisation obtain a competitive advantage (Santana 

et al., 2020). Considering the vast scope of internal CSR, there has been uncertainty about whether 

conventional HRM practices are part of internal CSR programmes (Essanoussi, 2022; Low, 2016). 

Scholars claimed that CSR extensions include but are not limited to traditional HRM practices 

(Low, 2016; Santana et al., 2020). For organisations to succeed in promoting sustainable practices 

and optimising their human resources, both internal CSR and HRM are crucial (Essanoussi, 2022; 

Voegtlin & Greenwood, 2016). They are commonly considered as two inextricably linked 

components that complement each other, where CSR is a driver to go beyond conventional HRM 

(Siddiqi et al., 2021; Wampole, 2022). 

On the one hand, HRM practices can contribute to the organisation's CSR goals. For 

instance, inclusive hiring practices, fair labour policies, fostering a supportive and inclusive work 

environment, and promoting employee development align with the principles of ethical and 

philanthropic responsibilities in Carroll's CSR Pyramid (Carroll, 1979). In this way, HRM 

practices can extend beyond traditional roles and incorporate elements of CSR, thus blurring the 

boundaries between the two (Essanoussi, 2022; Low, 2016). 

On the other hand, a strong commitment to CSR can influence HRM policies, creating a 

work environment that motivates employees, fosters their satisfaction, and enhances organisational 

loyalty. CSR programmes, such as flexible work arrangements and efforts to maintain work-life 
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balance, can contribute to a positive workplace culture and a more satisfied workforce (Voegtlin 

& Greenwood, 2016). Telework, an HRM strategy increasingly embraced by organisations, also 

embodies CSR principles by offering flexibility, promoting employee well-being, and contributing 

to reduced environmental impact (Mayo et al., 2016; Campo et al., 2021). 

According to Siddiqi et al.( 2021), CSR and HRM can work together to create a positive 

work environment for employees and promote sustainable practices. Organisations with a robust 

CSR programme can provide employees with better job satisfaction and motivation (Santana et 

al., 2020). From this context, the implementation of telework can align with the goals of both CSR 

and HRM by providing employees with greater flexibility and control over their work-life balance 

(Mayo et al., 2016). Moreover, telework can also be a strategic HRM tool for organisations looking 

to attract and retain top talent (Campo et al., 2021). In today's highly competitive job market, 

employees are increasingly seeking flexible work arrangements that allow them to balance their 

professional and personal lives (Johnson et al., 2020). By integrating CSR into HRM policies and 

practices, organisations can attract and retain talent and promote a positive organisational culture 

that values social responsibility and ethical behaviour (Mayo et al., 2016). Thus, internal CSR and 

HRM are two components that complement each other, and by integrating CSR into HRM policies 

and practices, organisations can create a positive work environment, promote sustainable practices, 

and attract and retain talent. 

2.8.2 OHS 

The interest in OHS from the context of CSR has grown significantly in recent years, with 

many organisations placing particular emphasis on including OHS assessments and measurements 

in their CSR reports (Parker & Narayanan, 2022; Kuhn et al., 2021). OHS promotion has become 

an essential part of an organisations CSR strategies that impact employees' well-being and the 
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organisation's sustainable development (Macassa et al., 2021). It is a multidimensional concept 

that focuses on the recognition, evaluation, prediction, and prevention of risks associated with the 

workplace that may harm employees’ health and safety and well-being (Evangelinos et al., 2018). 

It includes the employees' physical, mental, and emotional well-being and covers an essential issue 

of internal stakeholders' interests, positively impacting the organisation’s goals achievement 

(Macassa et al., 2017). 

The COVID-19 pandemic has also highlighted the importance of telework, which can 

significantly contribute to OHS and CSR efforts (Metwally et al., 2022; Parker & Narayanan, 

2022). Telework can reduce the risk of occupational accidents and injuries, reduce the risk of 

exposure to infectious diseases in the workplace (Parker, 2020), and contribute to lowering 

psychosocial risks associated with the workplace (Juchnowicz & Kinowska, 2021). It can also 

reduce commuting time, which can improve employees' work-life balance and reduce stress levels 

(Macassa et al., 2021; Górny, 2019). Overall, incorporating telework into an organisation’s OHS 

and CSR strategies can significantly and positively impact employees' well-being, work-life 

balance, and environmental sustainability and should be considered as part of a comprehensive 

approach to OHS. 

2.8.3 Job Satisfaction  

Research suggests CSR initiatives have a significant impact on employee job satisfaction 

(Adu-Gyamfi et al., 2021; Obeidat et al., 2018). In turn, job satisfaction has been found to be a 

crucial factor in productivity, employee retention, engagement, and commitment to the 

organisation (Chatzopoulou et al., 2022; Esmaeelinezhad et al., 2015; Kautonen et al., 2012; Loor-

Zambrano et al., 2020). Several studies have shown that internal CSR initiatives have a positive 

correlation with job satisfaction and can increase employee well-being and motivation (Adu-
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Gyamfi et al., 2021; Chan & Hasan, 2019; Hossen et al., 2020; Kunda et al., 2019). Conversely, 

job dissatisfaction has negative consequences, such as increased turnover and absenteeism levels, 

degradation of organisational commitment, and adverse health outcomes, such as depression, 

melancholy, and sadness (Hossen et al., 2020; Macassa et al., 2021). Therefore, it is crucial for 

organisations to maintain the job satisfaction of their employees, and internal CSR initiatives can 

assist in achieving this. 

Telework can be considered an extension of CSR initiatives for organisations that promote 

employee well-being (Mayo et al., 2016; Metwally et al., 2022). The provision of telework 

arrangements can enhance employee well-being and job satisfaction by allowing employees to 

work in a flexible and comfortable environment, reducing stress related to commuting and 

improving work-life balance (Chatzopoulou et al., 2022; Loor-Zambrano et al., 2020; Schall, 

2019). However, telework can also lead to feelings of isolation, blurred boundaries between work 

and personal life, and increased workload, which may negatively impact job satisfaction 

(Beauregard et al., 2019; Elbaz et al., 2022; Gajendran & Harrison, 2007). Still, internal CSR 

initiatives that focus on employee support can significantly mitigate the potential adverse effects 

of telework (Núñez-Sánchez et al., 2021; Shao et al., 2021). By providing social support, 

organisations can increase employees' sense of reciprocity and commitment to the organisation 

and its goals (Hossen et al., 2020). 

The relationship between internal CSR initiatives and telework is a two-way dependency. 

From one side, telework can be considered an extension of internal CSR initiatives, as it supports 

employee well-being and work-life balance, which are essential components of a socially 

responsible organisation. On the other hand, internal CSR initiatives can play a critical role in 

mitigating the challenges and risks associated with telework. Therefore, internal CSR initiatives 
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and telework can complement each other and create a more supportive and sustainable work 

environment. 

2.8.4 Work-life Balance 

Another component of internal CSR is employees' work-life balance. CSR programmes 

related to work-life balance are described as organisational initiatives which focus on improving 

employee experience in work and non-work roles aimed to fit them together considering 

employees' personal values, goals, and system of life (Story et al., 2016). Brough et al. (2020) 

suggest that work-life balance is an issue which has a great capacity to affect organisational 

outcomes such as employee work engagement, turnover intentions, and job performance. 

Moreover, the balance between work and private life reduces employees' stress and sadness, which 

can cause psychological and physical health problems (Adu-Gyamfi et al., 2021). Therefore, the 

implementation of initiatives regarding work-life balance is one of the crucial aspects of internal 

CSR policies and is essential for creating a healthy, sustainable, and supportive work environment 

for employees. 

Telework has become a popular topic of discussion as a means to improve work-life 

balance (Beauregard et al., 2019; Shieh, 2019; Uzun, 2021). Therefore, it can be considered a tool 

for internal CSR programmes. Moreover, the COVID-19 pandemic has led to a significant shift in 

employees' attitudes towards telework, resulting in high demand for telework options (Vyas, 

2022). The lockdowns during the COVID-19 pandemic have established a "new normal" where 

employees want the opportunity to telework, at least part-time (Karako et al., 2020). As employees 

are essential internal stakeholders (Wampole, 2022), organisations committed to CSR cannot 

ignore employees' growing demand for telework. To meet this demand, organisations must adopt 

flexible work arrangements that accommodate telework. Promoting a culture that values and 
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respects employees' personal time and well-being is also essential for demonstrating adherence to 

CSR (Brough et al., 2020). By implementing work-life balance initiatives, organisations provide 

benefits for employees and foster a more positive work environment, increasing productivity, 

employee engagement, and overall well-being for individuals, their families, and communities 

(Shieh, 2019). Therefore, the implementation of telework as a component of internal CSR policies 

can create a healthy, sustainable, and supportive work environment for employees and benefit both 

employees and organisations. 

2.9 The Potential Role of Internal CSR for Successful Telework 

Although telework has the potential to positively impact various aspects associated with 

the goals of CSR, such as work-life balance, job satisfaction, and OHS, it may also pose particular 

challenges. Moreover, the COVID-19 pandemic forced organisations to quickly shift to telework 

without sufficient time to plan and adjust critical structural elements such as procedures, policies, 

and frameworks (Zappalà et al., 2021). Bérastégui (2021) claims that an unprepared transition 

during such a turbulent time may result in employees holding negative attitudes towards telework 

and not realising its potential benefits. Conversely, if telework is considered an organisational and 

human resource innovation, and appropriate adjustments are made to governance structures, 

relationships, and mechanisms of coordination and control, its implementation can be effective 

(Green et al., 2020). According to Beauregard et al. (2019), a successful telework programme 

requires appropriate regulation, consistent monitoring to evaluate performance and progress, and 

organisational support. Therefore, by implementing appropriate management strategies and 

consistently maintaining them, organisations can effectively reduce the potential adverse effects 

of telework, thereby ensuring its success as a long-term practice. 



 

   

 

47 

Figure 2.1 

The Interrelationship between Internal CSR Components and Telework Outcomes 

 

 

Furthermore, internal CSR is often related to the policy-making guidance that enables 

decision-makers to design initiatives that contribute more constructively to an improved workplace 

environment (Jamali et al., 2015; Siltaloppi et al., 2021). From the context of telework 

management, CSR, in conjunction with HRM, can develop and promote programmes that include 

shaping corporate culture, providing employee training and support, and OHS policies. 

Shaping corporate culture is essential for creating a positive work environment that 

supports telework. This can involve promoting a culture of trust, communication, and 

collaboration, which can help build a sense of community and connection among teleworking 

employees (Jämsen et al., 2022; Rogers, 2022). CSR policies related to corporate culture can 

include providing opportunities for team building and social interaction, promoting open 

communication channels, and recognising employee contributions (Rodríguez-Sánchez et al., 

2020; Stoian et al., 2022). Appropriate communication, support, and a sense of community can 

help teleworking employees feel more connected and engaged and eventually mitigate the feeling 

of social isolation during telework (Graham et al., 2023; Rogers, 2022). Overall, shaping a positive 
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corporate culture through internal CSR policies and guidelines can be crucial for creating a 

supportive telework environment that fosters a sense of community and connection among 

employees, ultimately leading to improved well-being. 

Employee training is also crucial for successful telework (Beauregard et al., 2019). 

Teleworking employees may require specific skills and training to perform their work effectively 

from remote telework locations (Ma, 2021). CSR policies related to employee training can include 

providing relevant tutoring programmes and resources, offering access to ICT support, and 

promoting ongoing professional development opportunities (Gould et al., 2020; Onkila & Sarna, 

2022). Moreover, internal CSR policies and guidelines related to work-life boundaries can 

facilitate employees to maintain a healthy work-life balance (Golob & Podnar, 2021). These 

policies can include setting clear guidelines for work hours and availability, promoting regular 

breaks and rest periods, and providing resources and training for effective time management and 

prioritisation (Bartlett et al., 2021). Thus, incorporating employee training, ICT support, and work-

life balance guidelines into internal CSR policies can enhance the effectiveness of teleworking and 

support employees' well-being, which in turn can lead to improved job satisfaction. 

According to Schall and Chen (2022), OHS policies are essential to ensure that employees 

working remotely have access to the necessary equipment and ergonomically designed workspaces 

to perform their job without compromising their health and safety. It is crucial for organisations to 

understand the risks and challenges associated with telework and take appropriate measures to 

ensure the well-being of their employees. Implementing CSR policies related to OHS can include 

providing guidelines for teleworking employees to set up a safe workspace (Koo & Ki, 2020). For 

instance, guidelines can include suggestions for setting up a comfortable chair and desk, proper 

lighting, and a suitable computer monitor height (Sarsak, 2022). Furthermore, CSR policies can 
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ensure that the equipment and ICT used for teleworking are appropriate and well-maintained 

(Bolisetty et al., 2023). Overall, by implementing CSR policies related to OHS for teleworking 

employees, and organisations can create a healthy and safe work environment, which, in turn, can 

boost employee job satisfaction and well-being. Such policies demonstrate a commitment to 

employees' well-being and can help reduce the risk of work-related injuries and illnesses. 

2.10 Research Gaps 

The literature review explored various aspects of telework, including its evolution, 

benefits, challenges, OSH, HRM and its relationship with internal CSR. While telework has been 

found to have the potential to impact employee work-life balance and job satisfaction positively, 

it also presents challenges, such as social isolation and establishing clear boundaries between work 

and non-work domains. It was discovered the COVID-19 pandemic had induced the widespread 

adoption of telework, which led to an increased discussion in the academic literature on telework 

and its outcomes with a highlight on aspects such as health and safety, job satisfaction, and work-

life balance. Furthermore, it was found that the employees' demand for telework has grown, and 

will persist in the long term. However, the data on the current demand for telework among specific 

groups in New Zealand, such as back-office personnel, are limited. Therefore, this research aims 

to address this gap by investigating the attitudes of New Zealand back-office personnel towards 

telework, with a specific focus on exploring the demand and drivers for telework, particularly in 

terms of work-life balance and job satisfaction. 

Furthermore, the literature review highlighted that crucial internal CSR aspects such as 

work-life balance, job satisfaction, HRM and OHS significantly overlap with the benefits that 

telework can offer. However, the role of telework in supporting internal CSR and vice versa is not 

well covered in the existing literature. Therefore, this research aims to explore the attitudes of New 
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Zealand back-office personnel towards telework as an internal CSR extension in New Zealand. 

Through addressing the identified gaps in the literature, this research has the potential to offer 

valuable insights for policymakers and organisations on the implementation of telework and 

internal CSR policies to foster a more sustainable organisation and meet the expectations of 

internal stakeholders. 
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Chapter 3: Research Method 

3.1 Introduction 

This chapter offers a thorough examination of the research design, methodology, 

approaches, and instruments employed in this research. It presents a detailed account of the 

procedures undertaken to gather and analyse data, enabling the findings to be comprehended and 

assessed. It begins with an outline of the research design, encompassing the overarching strategy 

for the questionnaire. Furthermore, the chapter explores the methodology, the standards for 

selecting and recruiting participants, the methods used to gather data, and the strategies applied to 

analyse the collected data. It ultimately concludes with a discussion of the ethical principles and 

considerations addressed throughout this research. 

3.2 Research Design 

The research design is a specific framework that outlines how research will be conducted 

to achieve its objectives and answer the research questions. It is a crucial element of research, 

establishing the groundwork for all subsequent stages (Abutabenjeh & Jaradat, 2018). It 

encompasses elements such as data collection and analysis methods, sample size and sampling 

technique, data-gathering instruments, and the strategies employed for data analysis (Rahi, 2017). 
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Figure 3.2 

This research design 

 

Figure 3.1 presents a detailed framework of the design of this research, which adopted both 

positivist and interpretive paradigms, integrating a mixed-method approach that combines 

qualitative and quantitative methodologies. It employed a non-probability purposive sampling 

technique, focusing on New Zealand back-office personnel as its target population. Primary 

qualitative and quantitative data was collected via an questionnaire and semi-structured interviews 

with the participants. Data analysis tools included descriptive and statistical methods for 

quantitative data, alongside thematic analysis for qualitative data. Additionally, this research 

design encompassed an ethical considerations checklist and details instruments utilised. 

3.3 Research Paradigm 

Research paradigms serve as philosophical frameworks that shape the understanding and 

interpretation of scientific research and knowledge (Samy & Robertson, 2017). They encompass 

specific assumptions and beliefs about reality and science's role in influencing research design, 

conduct, and interpretation (Abutabenjeh & Jaradat, 2018). Varied perspectives on objectivity, 

subjectivity, the researcher-subject relationship, and knowledge generation can result in different 
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outcomes (Rahi, 2017). Essentially, a research paradigm embodies a researcher's beliefs and 

methods that form their perception of reality. 

In academic studies, considering diverse research philosophies is crucial, as they offer a 

framework for understanding research problems and guide the selection of research methods and 

data collection techniques (Rahi, 2017). It is vital to understand ontology (assumptions about 

reality) and epistemology (assumptions about knowledge) to ascertain one's philosophical stance 

and its impact on study design (Bonache & Festing, 2020). 

Epistemological assumptions can be broadly categorised into positivist and interpretive, 

while positivist epistemology asserts that knowledge is objective, universal, and verifiable through 

empirical observation and experimentation (Rahi, 2017). Conversely, interpretive epistemology 

posits that knowledge is subjective and influenced by individual experiences and perspectives 

(Bonache & Festing, 2020). 

The positivist paradigm involves a systematic and rigorous investigation, starting with a 

well-defined problem or research question, followed by data collection, analysis, and interpretation 

to generate knowledge about the phenomenon being researched (Abutabenjeh & Jaradat, 2018). 

Positivist researchers strive for objectivity and neutrality, believing it is possible to obtain an 

unbiased understanding of the world (Park et al., 2020). However, this paradigm may struggle to 

capture complex social phenomena and human behaviour, as it focuses on quantifiable data and 

overlooks individuals' subjective experiences (Bonache & Festing, 2020). 

In contrast, the interpretive paradigm, often associated with qualitative research, adopts a 

subjective, empathetic, and reflexive approach (Park et al., 2020). Researchers engage closely with 

participants, listen to their narratives, and strive to understand their experiences from their 

perspectives. The goal is to comprehend individuals' personal experiences and the meanings they 
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ascribe to them (Bonache & Festing, 2020). Nevertheless, interpretive research focuses on 

meaning-making and individualised analysis rather than statistical methods, which may result in 

potential bias, limited generalisability, and challenges in verifying results (Abutabenjeh & Jaradat, 

2018). 

This research employs a mixed-methods approach, incorporating elements of both 

positivist and interpretive paradigms within a post-positivist lens, suggesting that while we can 

never attain absolute truth, we can get close to it through rigorous scientific inquiry (Samy & 

Robertson, 2017). The employment of the post-positivist paradigm allows for a more nuanced 

exploration of the research problem, offering a more holistic understanding by integrating the 

strengths of both quantitative and qualitative research paradigms (Park et al., 2020). 

3.4 Research Methodology 

The research methodology determines the overall approach and strategies for collecting 

and analysing data, ultimately impacting the validity and reliability of the research findings 

(Rahman, 2016). Research approaches can be divided into three main types: quantitative, 

qualitative, and mixed methods (Mccrudden et al., 2019). Quantitative research focuses on 

measuring and collecting numerical data, using statistical analysis to make inferences about the 

population (Onwuegbuzie et al., 2009). In contrast, qualitative research aims to understand 

individual's experiences, attitudes, and perspectives through qualitative data, such as observations 

and interviews (Williams, 2007). The third approach, mixed methods, combines elements of 

quantitative and qualitative research to gain a more comprehensive understanding of the research 

question (Mccrudden et al., 2019). 

In this research, the post-positivism paradigm has been embraced, wherein descriptive 

statistics were used to analyse quantitative data and qualitative data were utilised to enhance 
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comprehension and refine the findings. This research employs a mixed-methods approach, 

incorporating both qualitative and quantitative methodologies to achieve the research its objectives 

and address the research questions. The mixed-method approach enhances confidence in the 

findings by counterbalancing the limitations of using either qualitative or quantitative methods 

exclusively and leveraging the complementary strengths of both approaches (Williams, 2007). 

Mixed-methods research offers several advantages, including data triangulation to increase the 

validity and reliability of findings, consideration of multiple perspectives to enhance 

understanding of complex phenomena and greater flexibility in data collection and analysis 

(Mccrudden et al., 2019). 

The mixed-methods approach comprised of a combination of various research techniques 

and involved reviewing open information sources, including scientific articles on telework and 

CSR. The literature review informed the design of a set of questions for interviews and a 

questionnaire employed in this research. The questionnaire was administered to New Zealand 

back-office personnel who had teleworking experience during the COVID-19 pandemic. While 

the interviews were conducted with a subset of the respondents who completed the survey. 

Data analysis for this research involved both quantitative and qualitative techniques. For 

the quantitative data obtained from the questionnaire, descriptive statistics and correlation analysis 

methods were used to summarise the data and identify relationships between variables. For the 

qualitative data gathered from the interviews, a thematic analysis approach was employed. The 

quantitative data was analysed and then combined with the qualitative data for a thorough 

understanding of the data, enhancing the validity of the findings. This multi-facet approach aimed 

to provide a comprehensive understanding of the subject and provide insights that may have been 

missed using only one research method. 
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3.5 Data Collections Tools 

After careful consideration of the subject matter, the most effective methods for collecting 

the necessary information were determined to be interviews and a questionnaire from the 

participants. These methods were specifically chosen for their efficiency and cost-effectiveness, 

as they required minimal investment of time and financial resources, while still allowing a 

substantial number of participants to be involved (Bryman, 2016). The researcher believed that the 

questions included in both the interviews and the questionnaire were unambiguous and free of 

bias. It was also important that the answer options provided were mutually exclusive and 

comprehensive. To guarantee the efficacy and accuracy of these research tools, both the interview 

and questionnaire underwent a thorough review process by the research supervisor, and co-

supervisor, and received approval from the Ethical Committee of Otago Polytechnic Auckland 

International Campus (OPAIC). This process ensured that these research instruments adhered to 

ethical standards and guidelines, addressing any potential issues or gaps prior to their use with the 

participants. 

The number of interviews conducted was ten, with each participant from the pool of survey 

respondents, offering a rich, in-depth perspective on the research questions. The Qualtrics 

eXperience Management (XM) platform was selected for gathering quantitative data due to its 

reputation as a highly professional and advanced tool for data collection. This platform features a 

user-friendly interface, making it easy to design and customise questionnaires, as well as advanced 

analytics and data visualisation tools that simplify the analysis and interpretation of collected data 

(Qualtrics, n.d.). In addition, Qualtrics XM takes the privacy and security of participant data very 

seriously and provides robust security measures, including secure data storage, backup and 

recovery options (Qualtrics, n.d.). 
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A questionnaire is a widely used research tool that allows the researcher to gather 

information from participants regarding their attitudes, experiences, or opinions (Taherdoost, 

2019). Various types of questions can be included in a questionnaire, including closed-ended 

questions, such as multiple-choice or Likert scale questions, and open-ended questions that allow 

for elaboration and expression in the participants' own words (Jablokow et al., 2019). The 

questionnaire used in this research was designed with the guidance of existing literature, focusing 

on perceived benefits, challenges, and attitudes towards telework. The questionnaire used in this 

research consisted of a total of 33 questions. Of these 33 questions, 12 were multiple-choice, and 

21 were on a five-point Likert scale. The five-point Likert scale provided a standardised and easy-

to-use method for measuring participants' opinions, attitudes, or beliefs on various topics 

(Jablokow et al., 2019). At the same time, multiple-choice questions offer a more straightforward 

way of gathering data on specific topics. The combination of these two question types in the 

questionnaire allowed the researcher to gather a well-rounded understanding of the participants' 

perspectives and opinions (Taherdoost, 2019). 

The interviews were accurately planned with the objective of obtaining insightful 

information about the research questions from the participants. The interviews consisted of nine 

open-ended questions, each question mapping to themes identified from the literature review. 

These interviews were designed in a semi-structured format, providing the researcher with a 

flexible approach to the questioning process. While a pre-determined set of questions was 

prepared, the researcher was also able to probe further based on the participants' responses. The 

semi-structured nature of the interviews facilitated the collection of rich qualitative data by 

exploring the participants' experiences, perspectives, and opinions regarding the research topic 

(Husband, 2020). The interview consisted of nine open-ended questions, which allowed the 
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participants to elaborate on their thoughts and experiences, thereby granting the researcher a 

deeper understanding of the research topic from the perspective of the participants. The questions 

explore the participant's timeline of teleworking and their attitudes towards telework before, 

during, and after the COVID-19 pandemic. The questions also research the perceived benefits and 

challenges of telework. Additionally, the questions probed the experiences and opinions of the 

participants regarding telework and its impact on various aspects of their work and personal lives, 

including job satisfaction, work-life balance, and their views on telework as a benefit offered by 

organisations. 

By combining both quantitative and qualitative data collection methods, this research aims 

to provide a comprehensive understanding of the subject matter, addressing the research questions 

from multiple perspectives and offering a more nuanced analysis (Jablokow et al., 2019). The final 

versions of the questions for the interview and the questionnaire can be found in Appendices 1 and 

2, respectively. 

3.6 Research Participants 

The target population for this research comprised of New Zealand back-office personnel 

who utilised telework to perform tasks and interact with colleagues and clients during the COVID-

19 pandemic. The research was designed to be inclusive and not biased towards any specific 

demographic characteristics such as age group, ethnicity, or gender. However, the inclusion 

criteria for participants included being at least 18 years old and having worked in their current 

position during periods of COVID-19 lockdowns in New Zealand. To specify, nationwide level 

four lockdowns were generally implemented in August and November 2020 in response to local 

outbreaks of the COVID-19 pandemic (Cumming, 2022). However, some regions, such as 

Auckland, experienced additional lockdowns in other periods according to the history of the 
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COVID-19 alert system (Mayer & Boston, 2022). Another valuable but not mandatory criterion 

was that participants have continued to telework, either full-time or on a hybrid telework schedule 

combining remote and office-based work. This criterion reflects the trend towards increased 

flexibility and telework that has emerged in many industries as a result of the COVID-19 pandemic 

(Brunelle & Fortin, 2021). 

This research applied a targeted sampling strategy, as the required data would be more 

accurate from participants who meet the specific criteria represented in a sample rather than 

selecting a sample randomly from a larger population (Thiblin et al., 2022). Stratton (2021) claims 

that using a targeted sampling strategy increases accuracy by selecting a sample that resents a 

subgroup of specific interest because the study findings are more likely to reflect the characteristics 

of that subgroup correctly. Also, targeted sampling implies a better generalisation by reducing bias 

and focusing on the particular subgroup's interest, which makes the research more meaningful and 

relevant to that group (Stratton, 2021).  

Nevertheless, the anonymous nature of the questionnaire, which was promoted via social 

media, presented some challenges in thoroughly verifying the professional background of all 

participants. Utilising social media as a platform for conducting questionnaires has the advantage 

of reaching a wider audience and collecting a larger number of responses, but it may also lead to 

less control over the participants' characteristics (Ali et al., 2020). Anonymity in this research was 

essential, as it encourages participants to provide open and honest responses without fear of any 

repercussions or judgement (Roberts & Allen, 2015). The benefits of anonymity outweighed the 

potential limitations in verifying the professional background of participants. To mitigate these 

limitations, the researcher included screening questions at the beginning of the questionnaire. 

These screening questions required participants to confirm their job roles and teleworking 
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experience, ensuring that only participants who met the research criteria proceeded with the 

questionnaire. Therefore, this research's targeted sampling strategy, combined with anonymity and 

screening questions, aimed to accurately represent the attitudes towards telework among the 

participants while ensuring a secure and supportive environment for participants to share their 

experiences. 

3.7 Recruitment and Data Collection 

Following the identification of the criteria for the participants and the finalisation of the 

sets of questions for the questionnaire and interviews, the researcher composed the recruitment 

message text, which served as the foundation for the invitation to participate in this research. The 

recruitment message text included details regarding the research, such as its purpose, the eligibility 

criteria for potential participants, and the URL link to the questionnaire. 

In order to recruit a sample that met the specified criteria for the research, the researcher 

employed a combination of personal networking strategies. The primary method employed was 

the distribution of an invitation post to various New Zealand community groups on Facebook, 

which was complemented by sending personalised messages to acquaintances via various 

distribution channels. These personalised messages offered the researcher the opportunity to 

engage with potential participants directly and to provide them with additional information 

regarding this research, including the steps involved in the participation process. This approach 

was advantageous as it allowed the researcher to reach potential participants who met the desired 

criteria and with whom the researcher already had established relationships, thereby increasing the 

likelihood of their participation (Thiblin et al., 2022). Additionally, the researcher utilised personal 

networks by seeking the assistance of people who were employed in New Zealand back-office 

positions. These individuals were asked to share the invitation with their colleagues within their 
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respective organisations. This approach allowed the researcher to engage with employees from 

several IT and accounting firms located in different cities in New Zealand. 

If a potential participant consented to undertake the questionnaire, they clicked on the URL 

address in the recruitment message text and were redirected to the questionnaire. This was hosted 

on the Qualtrics XM platform and was structured in a series of blocks, each containing a set of 

questions that needed to be completed to proceed to the next section. Using a platform like 

Qualtrics XM ensured the secure collection and storage of data and provided the researcher with 

tools to manage and analyse the collected data (Qualtrics, n.d.). By dividing the questionnaire into 

blocks, the researcher aimed to reduce the potential for participant fatigue and enhance the overall 

questionnaire experience (Roberts & Allen, 2015). The initial page of the questionnaire consisted 

of a message for the participants that detailed the purpose of this research and the eligibility criteria 

for participation and provided links to both the consent form and the participant information sheet. 

This was crucial in ensuring that participants fully understood the nature of this research and the 

expectations of those who chose to participate. The inclusion of the consent form and participant 

information sheet also provided participants with additional information regarding their rights as 

research participants and the steps involved in the participation process. By presenting this 

information upfront, the researcher aimed to increase transparency, build trust with the 

participants, and comply with the research ethics regulations. 

The final page of the questionnaire expressed gratitude to the participants their time and 

willingness to engage in this research. This also, included information advising that the researcher 

was looking for participants for the interview on the same topic, estimated to take between 15-25 

minutes. If the participant agreed to take part in the interview, they were asked to email the 

researcher, with the heading "Interview participation". This approach was adopted due to the 
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anonymous nature of the questionnaire, which required that participants' personal information and 

contact details would not be collected. By asking participants to email the researcher directly, this 

enabled the collection of the necessary information for scheduling an interview and ensuring that 

the questionnaire responses remained anonymous. In addition, participants were informed that they 

could request a copy of the completed research through the same email address. 

The data collection process lasted for approximately two months, January and February 

2023. During this time, the researcher was able to gather a total of 125 responses to the 

questionnaire. Out of these responses, 101 were fully completed, while the participants left the rest 

with varying levels of completion. Also, the researcher received 10 emails from participants 

expressing their willingness to participate in interviews which were scheduled and conducted 

shortly after receiving their consent. The researcher believed that the sample size for the interviews 

was adequate for reaching saturation, as qualitative research often achieves saturation with a 

relatively small sample size (Hennink & Kaiser, 2022). The interviews were conducted online via 

Microsoft (MS) Teams and Zoom platforms, selected for their ease of use and accessibility 

(Husband, 2020). These platforms facilitated the recording, saving, and transcription of the data, 

ensuring its accuracy and suitability for analysis (Husband, 2020). Moreover, the use of these 

online platforms enabled the researcher to conduct interviews with participants from different 

regions of New Zealand, including the South island, thereby increasing the geographical diversity 

of the sample. 

3.8 Data Analysis  

The process of data analysis involved multiple stages, including gathering data, cleaning, 

transforming, creating models, and interpreting the results (Schoonenboom & Johnson, 2021). A 

common method for approaching data analysis is using a linear, structured approach that helps to 
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ensure that each necessary step is completed systematically and efficiently (Raskind et al., 2019). 

However, data is often complex and disorganised, and a single method of analysis may not always 

be sufficient to understand the data fully. Thus, it is significant for researchers to be flexible and 

use a combination of different analysis methods to gain a comprehensive understanding of the data 

(Mccrudden et al., 2019). 

A combination of quantitative and qualitative data analysis methods were employed. In the 

quantitative data analysis, descriptive methods were utilised. Descriptive analysis was used to 

summarise and describe the main features of the collected data, such as central tendency and 

dispersion, providing an overview of the general trends and patterns within the data (Black & 

Babin, 2019).  

For the qualitative data analysis, thematic analysis was applied to the data obtained from 

the interviews. This method involved identifying, analysing, and reporting patterns or themes 

within the data (Braun & Clarke, 2006). The thematic analysis allowed a deeper understanding of 

the participants' experiences, attitudes, and perspectives regarding telework (Williams, 2007). The 

researcher began by thoroughly reading all the interview transcripts to become familiar with the 

data. Initial codes were generated by assigning labels to segments of the text representing 

meaningful ideas or concepts relevant to the research question. The coded data were then grouped 

into potential themes by examining the relationships and patterns between the codes. Each theme 

was clearly defined and named to capture the essence of the data and effectively convey its 

meaning. Finally, the themes and their analysis were integrated into a coherent narrative, supported 

by quotations from the data to illustrate the themes and provide evidence for the findings. 

To enhance the validity of the research findings, the results from the quantitative and 

qualitative analyses were compared and triangulated. Specifically, patterns observed in the 
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quantitative data were explored in more depth through the qualitative data, allowing for a richer 

understanding of the experiences of back-office personnel in relation to telework. This integration 

of findings from different methods offered a means to cross-verify the data, thus enhancing the 

overall credibility and validity of the research conclusions (Black & Babin, 2019). The 

combination of quantitative and qualitative data analysis methods facilitated a more holistic 

understanding of the research questions and provided valuable insights into the attitudes and 

experiences of the participants towards telework (Mccrudden et al., 2019). 

3.9 Ethical Considerations 

This research adhered to OPAIC ethical principles and guidelines to ensure that it was 

carried out with the respect for the rights, dignity, and welfare of the participants and followed the 

guidelines of the Ethics Committee at the OPAIC, for which ethics approval was granted (AIC113, 

refer to Appendix A). 

Participants were informed about the purpose of this research, the procedures involved, 

and their rights as participants, including the right to withdraw from the questionnaire at any time 

without explanation. Informed consent was obtained from all participants, ensuring they were 

aware of the research objectives. For the interviews, participants were provided with a written 

consent form outlining the purpose of the research and the interview process. The researcher 

ensured that participants fully understood the information and were given the opportunity to ask 

questions before signing the consent form. This process aimed to ensure that the consent was 

informed and voluntary. 

Anonymity and confidentiality were maintained throughout this research to safeguard the 

privacy and interests of the participants. Personal information for the questionnaire was not 

collected, ensuring the researcher could not identify any participants. For interview participants, 
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personal information was not disclosed, and pseudonyms were assigned to protect their identities 

and prevent any connection to the data. All collected data were securely stored, with access 

restricted to the researcher and authorised individuals only. All primary data collected by the 

researcher is maintained for seven years as per OPAIC policies. 

The researcher ensured that the data collection process was conducted respectfully, 

avoiding any potential harm or discomfort to the participants. During the interviews, participants 

were encouraged to express their thoughts and feelings freely, with the researcher remaining 

sensitive to their emotions and well-being. Finally, in reporting the findings of the researcher 

ensured that the results were presented objectively and accurately without any bias or 

misrepresentation of the data. 

3.10 Chapter Summary 

This chapter presented the research methodology adopted, the objectives being to 

investigate the attitudes and experiences of New Zealand back-office personnel towards telework. 

The research adopted a mixed-methods approach, combining both quantitative and qualitative data 

collection methods through a questionnaire and interviews. The target population was defined as 

New Zealand back-office personnel who had experience with teleworking during periods of New 

Zealand COVID-19 lockdowns. 

The participant recruitment process involved using personal networks and social media 

platforms to invite eligible participants to take part. Data collection occurred over two months 

during 2023, with 101 fully completed responses to the questionnaire, followed by 10 interviews 

being conducted. 

Data analysis was carried out using descriptive methods for quantitative data and thematic 

analysis for qualitative data, providing a comprehensive understanding of the research questions. 
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Ethical considerations were followed, ensuring the protection of participants' rights, dignity, and 

welfare. Confidentiality and anonymity were maintained, and data were securely stored. 
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Chapter 4: Analysis and Findings 

This chapter represents a crucial stage in this research, as it constitutes an in-depth 

examination of the empirical data gathered and it delves into a comprehensive analysis of the 

research findings, extracted, and processed through quantitative and qualitative data analysis 

techniques. 

4.1 Dataset Pre-processing 

This research utilised two datasets, namely questionnaire responses and interview 

responses, as primary sources of data for analysis. The questionnaire was started by 125 

participants, with 24 failing to complete thethe questionnaire. These 24 responses were excluded 

from the analysis as theywere not completed. The remaining 101 questionnaire responses were 

completed and used in the analysis. The researcher utilised Qualtrics XM chart tools and Microsoft 

(MS) Excel pivot tables to organise the various variables and create visual aids. The raw data 

collected from the Qualtrics XM platform was exported to MS Excel, and unnecessary columns 

such as date, time, and duration were removed, leaving only the columns containing answers to 

the 32 questions. The dataset contained numerous non-numerical data that could not be subjected 

to quantitative analysis. Codes or numbers were then assigned to the non-numerical data. The data 

gathered through the Likert scale were coded numerically, with a value of 5 representing “strongly 

agree,” 4 for “somewhat agree,” 3 for “neither agree nor disagree,” 2 for “somewhat disagree,” 

and 1 for “strongly disagree.” To assess the internal consistency of the questionnaire items, 

Cronbach's alpha was calculated, with a value of 0.793. This result indicates an acceptable level 

of internal consistency, supporting the reliability of the questionnaire items in measuring the 

attitudes towards telework (Tavakol & Dennick, 2011). 
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 Ten participants participated in the interviews. The recordings of the interviews were 

transcribed to create a text document. This document was then cleaned to remove irrelevant 

information and ensure participant anonymity. The researcher then reviewed the text document 

and identified key phrases and ideas that related to the research objectives. These phrases and ideas 

were assigned codes, which were then grouped into categories based on their relevance to the 

interview questions or themes that emerged from the data. The categories were refined and merged 

as necessary to represent the data accurately. A codebook was created that listed all the codes and 

categories used in the analysis, along with their definitions and examples. The coded data were 

analysed using thematic analysis. 

4.2 Questionnaire Results 

The questionnaire was designed to gather data relevant to three research questions: 

1. Is there a demand for telework among New Zealand’s back-office personnel after the 

COVID-19 pandemic, and what are the drivers for this need? 

2. What attitudes do New Zealand back-office personnel possess due to the impact of 

telework on their work-life balance and job satisfaction? 

3. What are the New Zealand back-office personnel's attitudes toward telework as an 

internal CSR practice during the COVID-19 pandemic and in the future? 

The following section provides an analysis of the participants’ responses. The findings 

from the analysis contributed to providing insights and answering these research questions. 

4.2.1 Demographic Characteristics 

This section examines the demographics of the participants. Figure 4.1 displays the age 

distribution of the participants by gender, comprising two-thirds of females, accounting for 65.3% 

(n=66) of the sample, while males accounted for 34.7% (n=35). The questionnaire provided three 
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options for gender: male, female, or prefer not to answer. Despite the option in the questionnaire 

to not specify gender, all participants chose to identify as either male or female. 

Figure 4.1 

Participant’s Age Demographics by Gender Subgroup 

 

 

The most prevalent age group among the participants was 38-47 years, accounting for 

46.5% (n=47) of the sample, followed by 28-37 years at 40.6% (n=41). The other age groups were 

less common, with 6.9% (n=7) belonging to the 48-57 years group, 5% (n=5) to the 18-27 years 

group, and only 1% (n=1) in the 58-65 years group, with no participants aged over 65 years. The 

data suggest that most participants were middle-aged, with those aged between 38-47 years 

representing the largest group. This may indicate that participants in this age range are more likely 

to participate in questionnaire related to telework, or that they are more likely to be employed in 

positions that offer telework options. 
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The participants were asked about their job positions, with a division between 

manager/supervisor and worker roles, and the size of the organisations they were employed by. 

The distribution of participants based on their job roles and the size of the organisations is 

illustrated in Figure 4.2. 

Figure 4.2 

Participant Job Positions and Size of the Organisation They Are Employed By 

 

 

Among participants (n=72) belonged to the worker category, accounting for 71.3% of the 

sample, while the manager/supervisor category participants (n=29), represented 28.7% of the total 

sample. The breakdown based on the size of the organisations is as follows: 48.5% of participants 

(n=49) worked in large-sized organisations (250 and over), 24.8% of participants (n=25) worked 

in medium-sized organisations (50-249 employees), 15.8% of participants (n=16) worked in small-

sized organisations (10-49 employees), and 10.9% of participants (n=11) worked in micro-sized 
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organisations (1 to 9 employees). The data suggest that most participants were categorised as 

workers with managers/supervisors comprising a smaller segment of the sample. This may indicate 

that those in worker positions were more likely to be impacted by or interested in the topic of this 

research or that such positions are more commonly associated with telework roles. While the 

sample of this study had more participants from larger organisations, patterns merely reflect the 

participant distribution in this study and may not represent the wider population. 

4.2.2 Telework Availability and Intensity Rate Before and After the COVID-19 Pandemic 

The questionnaire inquired about various aspects of telework, including its availability both 

before and after the COVID-19 pandemic, the number of days per week spent telworking before 

and after the COVID-19 pandemic, and the ideal number of telework days preferred by the 

participants. 
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Figure 4.3 

Availability of Telework Before and After the COVID-19 Pandemic 

 

 

Figure 4.3 illustrates the availability of telework before and after the COVID-19 pandemic. 

Prior to the COVID-19 pandemic, telework was accessible to 61.4% of participants (n=62), while 

after the COVID-19 pandemic, the number of participants with access to telework increased 

significantly to 93.1% (n=94). This represents a significant growth of 51.6% in the availability of 

telework after the COVID-19 pandemic. The increase in access to telework can be attributed to 

the widespread adoption of telework as a response to the COVID-19 pandemic and the need for 

organisations to continue their operations while keeping their employees safe. It is likely that this 

trend towards teleworking will continue in the future, as many organisations and employees have 

found it to be a viable alternative to traditional office-based work. 
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Figure 4.4 

Telework Rate Before and After the COVID-19 Pandemic 

 

 

Figure 4.4 illustrates the telework rate before and after the COVID-19 pandemic, 

categorised into four groups: “1-2 days per week”, “3-4 days per week”, “Full-time”, and “Not 

teleworking”. Before the COVID_19 pandemic, 65.3% (n=66) of participants did not telework, 

while only 9.9% (n=10) of participants worked full-time, 6.9% (n=7) of participants worked 3-4 

days per week, and 1-2 days per week worked 17.8% (n=18) of participants. However, after the 

COVID-19 pandemic, the situation changed significantly. At the time of the questionnaire, when 

the implementation of telework became voluntary compared to the compulsory application during 

the COVID-19 pandemic, only 10.9% (n=11) of participants did not telework, while 21.8% (n=22) 

participants worked full-time, 37.6% (n=38) participants worked 3-4 days per week, and 29.7% 

(n=30) participants worked 1-2 days per week. The initial shift towards telework during the 
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COVID-19 pandemic can be attributed to the social distancing measures and lockdowns that 

governments mandated to cope with the spread of the COVID-19 pandemic. However, the rate of 

telework remains high even after the easing of these COVID-19 mandates, indicating that the 

COVID-19 pandemic has likely had a lasting impact on work arrangements and attitudes towards 

telework. This is likely since many organisations and their employees have found that telework 

can be effective. As employees and employers became more accustomed to telework, it became a 

viable option even after the COVID-19 pandemic. 

The growth in the percentage of teleworkers in each category is remarkable. The 

percentage of participants teleworking full-time increased more than twice, from 9.9% before the 

COVID-19 pandemic to 21.8% after the COVID-19 pandemic (a growth of 119%; n=10 to n=22). 

The rate of participants teleworking 3-4 days per week also increased significantly from 6.9% 

before to 37.6% after the COVID-19 pandemic (a growth of 442.9%; n=7 to n=38). Furthermore, 

the percentage of participants teleworking 1-2 days per week increased from 17.8% before the 

COVID-19 pandemic to 29.7% after the COVID-19 pandemic (a growth of 67.4%; n=18 to n=30). 

Finally, the percentage of non-teleworking participants reduced significantly from 17.8% before 

the COVID-19 pandemic to 29.7% after the COVID-19 pandemic (a decrease of 83.3%; n=66 to 

n=11). Overall, the data shows a significant shift towards telework due to the COVID-19 

pandemic, with more participants choosing to telework even after the COVID-19 pandemic. 

4.2.3 Attitudes and Desire to Telework 

The questionnaire included two of the following questions to gain insights into participants' 

attitudes towards teleworking. The question, “Do you enjoy teleworking now?” aimed to measure 

participants' level of job satisfaction with teleworking and to identify whether participants who 

telework do not like it, do not feel the difference, or enjoy the experience. Figure 4.5 illustrates the 
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rate of job satisfaction with telework at the time when the COVID-19 pandemic measures were no 

longer mandatory. 

Figure 4.5 

The Rate of Participant Job Satisfaction with Telework After the COVID-19 Pandemic 

 

 

According to the results, 82.2% of the participants (n=83) reported that they enjoy 

teleworking. A smaller group of participants, 12.9% (n=13), indicated that they did not feel any 

difference between teleworking and working in a traditional office. Only 5 of participants (; n=5) 

reported that they do not like telework. The group who reported that they do not like teleworking 

indicates that telework may not be the best fit for everyone. The group of participants who do not 

feel a difference between teleworking and working in a traditional office may indicate that 

teleworking is becoming more normalised and that participants are adapting well to this new mode 

of work. Overall, this data suggests that telework is generally well-received by employees, which 

may have important implications for the future of work and workplace flexibility. 
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The next question, “How many days a week do you prefer to telework?” aimed to measure 

the extent to which participants prefer teleworking as an alternative to traditional office work 

arrangements. The responses may significantly contribute to answering the initial component of 

the first research question regarding the current demand for telework among New Zealand's back-

office personnel. Figure 4.6 illustrates the comparison between the participants' current rate of 

telework and their desired number of days per week to telework. 

Figure 4.6 

Comparison of the Participant’s Current and Desired Telework Rate 

 

 

Despite the significant growth in telework following the COVID-19 pandemic, the data 

presented in Figure 4.6 suggest that participants had a higher preference for teleworking than the 

current rate available to them. According to the findings, the most preferred number of days per 

week for teleworking among participants was 3-4 days, with 45.5% (n=46) of participants 
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indicating this preference. The following preference was “Full-time”, 25.7% (n=26) of 

participants. Slightly fewer participants, 22.8% (n=23), preferred to telework “1-2 days per week”. 

The least preferred was “Not teleworking”, with only 5.9% (n=6) of participants. 

The data reveals gaps in each telework category when comparing the current telework rate 

to participants' preferences. In the “3-4 days per week” category, the data indicates that 21.1% 

more participants would prefer to telework (n=38 current compared to n=46 desired). Similarly, 

in the “Full-time” category, the data show that 18.2% more participants would select this 

preference (n=22 current compared to n=26 desired). Additionally, the data reveals that 45.5% 

fewer participants want to work full time in a traditional office and want to have the telework 

option (n=11 current compared to n=6 desired). Moreover, the data suggest that 23.3% fewer 

participants want to telework “1-2 days per week” (n=30 current compared to n=23 desired). These 

gaps indicate that not only an additional number of participants want to have a telework option, 

but participants would prefer higher intensity in telework with a decrease in the “1-2 days per 

week” and “Not teleworking” categories and growth in the “3-4 days per week” and “Full-time” 

categories. 

While the difference in desired and current telework preference rates may seem 

insignificant at around 20%, it is worth noting that such a figure can have important implications. 

However, the situation becomes more pronounced when the desired and pre-COVID-19 rates are 

compared, as illustrated in Figure 4.7. 
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Figure 4.7 

Comparison of the Participant’s Before the COVID-19 Pandemic and Desired Telework Rate 

 

 

The findings illustrated in Figure 4.7 reveal a substantial difference in the three telework 

categories. Notably, there is a significant disparity between the number of participants who 

previously worked “3-4 days per week” and those who preferred to telework this number of days, 

with the desired rate exceeding the rate by approximately 6.6 times (n=7 previously compared to 

n=46 desired). Similarly, the “Full-time” category shows a significant difference, with the desired 

rate being 2.6 times higher than the previous rate (n=10 previously compared to n=26 desired). 

However, the most dramatic difference is observed in the “Not teleworking” category, where the 

desired rate is 11 times lower than the the pre-COVID-29 pandemic rate (n=66 previously 

compared to n=6 desired). These findings suggest that participants are showing a strong preference 

for telework, particularly for the “3-4 days per week” and “Full-time” categories, while the 



 

   

 

79 

traditional office-based work is becoming increasingly less desirable. The COVID-19 pandemic 

has forced many organisations and employees to adopt telework, significantly increasing telework 

rates. Given this development, it is difficult to picture a scenario where the telework rate reverts 

to the pre-COVID-19 pandemic level. Moreover, it seems that a considerable portion of the 

workforce has become accustomed to this way of working. Therefore, it is probable that the 

telework rate will remain higher than the pre-COVID-19 pandemic levels. 

4.2.4 Benefits and Challenges of Telework 

The questionnaire subsequently asked participants to identify the positive and negative 

aspects they encountered while teleworking. Two lists of features were prepared by the researcher, 

and participants also had the option to provide their own variants. Although a few participants 

submitted their variants, the researcher carefully reviewed and analysed them. It was found that 

these self-written variants were related to the existing categories. Consequently, the researcher 

reassigned the participants' self-written variants to the appropriate listed features. 

The responses to the questions about the positive and negative aspects of telework can 

provide valuable insights into answering the second aspect of the first research question regarding 

the factors driving the demand for telework among New Zealand's back-office personnel. A 

illustration of the positive features of telework and the frequency of their selection by participants 

is presented in Figure 4.8, while the negative feature distribution is illustrated in Figure 4.9. 
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Figure 4.8 

Benefits of Telework Selected by Participants 

 

 

The data in Figure 4.8 reveals that the most frequently reported positive feature of 

teleworking is “Better work flexibility,” selected by 85.1% of participants (n=86). This is followed 

by “Better work-life balance,” which was selected by 79.2% of participants (n=80). “Less 

commuting” was the third most frequent positive feature, with 64.4% of participants (n=65) 

selecting this. Other positive features selected by participants included “Higher productivity” 

(37.6%; n=38), “More autonomy” (26.7%; n=27), “Better job satisfaction” (26.7%; n=27), and 

“Less carbon footprint” (23.8%; n=24). These findings suggest that the flexibility and improved 

work-life balance offered by teleworking are highly valued by New Zealand's back-office 

personnel. The reduced need to commute and associated time savings were also commonly 

selected as a positive aspect. 
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Figure 4.9 

Challenges of Telework Selected by Participants 

 

 

In addition to the positive features, respondents also reported challenges of telework, as 

illustrated in Figure 4.9. The most frequently selected negative aspect was the “Lack of social 

interaction”, selected by 65.3% (n=66) of participants. “Distractions at home” were also a 

significant negative feature, with 44.6% (n=45) of participants selecting this feature. “Difficulty 

in staying motivated” was also selected by a notable percentage of participants, with 28.7% (n=29) 

selecting this as a negative feature. Other negative features included an “Increased need for 

meetings” (24.8%, n=25), “Loss of work-life balance” (9.9%, n=10), and “Cybersecurity 

concerns” (5.0%, n=5). The data show that while teleworking offers benefits, it also presents 

significant challenges, including a lack of social interaction, home distractions, and difficulty 

staying motivated.  
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Overall, the data indicated that telework offers several benefits for employees, such as 

better work flexibility, improved work-life balance, and increased productivity. These positive 

features can have significant implications for employees and organisations, including reduced 

commuting time, increased job satisfaction, and cost savings. However, the data also highlights 

several challenges associated with telework, including the lack of social interaction, distractions 

at home, and difficulty staying motivated. Organisations and policymakers should consider these 

aspects when implementing and managing telework. 

4.2.5 Summary of Findings Regarding Telework Demand and Its Drivers 

The findings obtained from the first set of questions revealed some understanding of the 

demand for telework among participants after the COVID-19 pandemic and the drivers for this 

need. 

A significant increase in telework availability and intensity was observed after the COVID-

19 pandemic. Telework was accessible to 61.4% of participants before the COVID-19 pandemic, 

which increased to 93.1% after the COVID-19 pandemic. The rate of telework remained high even 

after the easing of the COVID-19 pandemic mandates, indicating a lasting impact on work 

arrangements and attitudes towards telework. 

Participants expressed a strong preference for telework, particularly for the “3-4 days per 

week” and “Full-time” categories, with the traditional office-based work becoming increasingly 

less desirable. 82.2% of participants enjoyed teleworking, and the 45.5% of participants preferred 

to telework “3-4 days per week,” followed by “Full-time” 25.7% of participants. 

The benefits of telework as reported by participants, include better work flexibility, 

improved work-life balance, less commuting, higher productivity, more autonomy, better job 
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satisfaction, and a reduced carbon footprint. These benefits are highly valued by participants and 

can have significant implications for employees and organisations. 

However, challenges associated with teleworking were also identified, such as lack of 

social interaction, distractions at home, difficulty staying motivated, increased need for meetings, 

loss of work-life balance, and cybersecurity concerns. These challenges should be considered by 

organisations and policymakers when implementing and managing telework. 

In conclusion, there would appear to be an apparent demand for telework among the 

participants after the COVID-19 pandemic. The drivers for this need include the benefits of 

teleworking, such as better work flexibility, improved work-life balance, and increased 

productivity, among others. However, it is essential to address the challenges associated with 

telework to ensure its successful and sustainable implementation in the future. 

4.2.6 Telework Impact on Work-life Balance and Job Satisfaction 

The research aimed to investigate the attitudes of New Zealand back-office personnel 

towards the impact of telework on their work-life balance and job satisfaction. To gather data, a 

series of Likert scale questions were utilised, and the mean (M) and standard deviation (SD) for 

each question were subsequently calculated, as illustrated in Table 4.1. 

Table 4.1 

Participant’s Attitudes Towards Telework (Personal Perspective) 

Question  M SD 

1. I feel more satisfied with my job when I am working from home 4.00 1.04 

2. I feel that I have more time for my private life when working 
from home 4.31 1.03 
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3. I feel that my private life and work end up in conflict when 
working from home 2.50 1.33 

4. I feel isolated when working from home 2.84 1.25 

5. I feel that working from home allows me to create a more 
flexible working arrangement 

4.53 0.69 

6. I feel that working from home gives me an opportunity to spend 
less time every day getting ready for work 4.73 0.51 

7. I feel that working from home gives me an opportunity to spend 
more time with family and/or pets 

4.57 0.84 

8. I feel less stressed when I’m working from home 3.86 1.09 

9. The COVID-19 pandemic has contributed to my view on 
working from home becoming more positive 

4.10 1.06 

10. Collaboration with my colleagues becomes increasingly 
difficult when working from home 

2.82 1.24 

11. The technical and digital tools that I have are enough to enable 
me to work from home without hindrance 4.20 0.97 

 

The findings in Table 4.1 illustrates participants' attitudes to the various features of 

telework and indicates that participants generally have positive attitudes. For instance, participants 

reported feeling more satisfied with their job when teleworking (M = 4.00, SD = 1.04), highlighting 

the potential positive impact of telework on job satisfaction. Most participants agreed that telework 

could contribute to a better work-life balance, with (M = 4.31, SD = 1.03) reporting having more 

time for their private life when teleworking and disagreed that telework creates significant work-

life balance conflicts (M = 2.50, SD = 1.33). The research findings suggest that the participants 
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generally had positive attitudes towards the impact of telework on their work-life balance and job 

satisfaction, as reflected by high M and low SD. 

Furthermore, teleworking was perceived to allow for a more flexible working arrangement, 

and participants strongly agreed with this statement (M = 4.53, SD = 0.69). Telework also provided 

opportunities for participants spending less time getting ready for work (M = 4.73, SD = 0.51) and 

more time with family and/or pets (M = 4.57, SD = 0.84), with a substantial majority of participants 

reporting these benefits. However, some participants may experience isolation due to telework as 

indicated by the variation in opinions (SD = 1.25) regarding the statement that participants did not 

feel isolated when teleworking (M = 2.84). Although participants generally felt less stressed when 

teleworking (M= 3.86, SD = 1.09), stress reduction may vary among participants. The research 

findings suggest that telework has several potential benefits for New Zealand back-office 

personnel, including increased flexibility, time-saving, and reduced stress, but some may 

experience isolation, and stress reduction may vary among employees. 

The COVID-19 pandemic appears to have positively influenced participants’ perceptions 

of telework, with the mode of responses indicating a more positive view of telework due to the 

COVID-19 pandemic (M = 4.10, SD = 1.06). Moreover, the mode of responses for the teamwork 

question showed that participants disagreed that collaboration with colleagues became 

increasingly difficult when teleworking (M = 2.82, SD = 1.24). Finally, the mode of responses also 

suggested that participants felt their technical and digital tools were enough to enable them to 

telework without hindrance (M = 4.20, SD = 0.97), suggesting that ICT played a crucial role in 

facilitating telework. The findings suggest that the COVID-19 pandemic had a positive influence 

on the participants’ perceptions of telework and did not hinder collaboration with colleagues, while 

ICT played a crucial role in enabling telework. 
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Overall, the findings suggest that teleworking can provide greater flexibility, reduce stress, 

and allow for more time for personal and family life. Additionally, the data indicate that the 

COVID-19 pandemic may have had a positive influence on participants’ perceptions of telework, 

perhaps due to the need to telework to reduce the risk of infection. However, the data also suggest 

that teleworking may have some challenges, such as the potential for isolation and varying 

experiences of stress reduction. Therefore, it may be necessary for organisations to consider 

implementing and managing telework arrangements effectively to maximise the potential benefits 

and address any challenges that may arise. 

4.2.7 Attitude to Telework as Internal CSR Extension 

This research sought to explore the attitudes of New Zealand back-office personnel towards 

telework as an internal CSR practice during the COVID-19 pandemic and beyond. Although the 

questionnaire did not explicitly ask whether telework constitutes an extension of internal CSR, the 

participants' attitudes can provide valuable insights into the potential role of telework in addressing 

key aspects of internal CSR. A series of Likert scale questions were employed to collect data, as 

illustrated in Table 4.2. 

Table 4.2  

Employee Attitudes Towards Telework (Organisational Perspective) 

Question M SD 

1. My organisation was prepared for the shift from office-based 
work to telework at the beginning of the COVID-19 pandemic 

3.66 1.31 

2. Telework was effective in my organisation during the COVID-
19 pandemic 

4.28 0.98 
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3. I believe that providing telework during COVID-19 helped my 
organisation to maintain the health and safety security of 
employees 

4.49 0.77 

4. I believe that by providing telework, my organisation positively 
affects the work-family relationships of employees 

4.26 0.87 

5. I believe that by providing telework, my organisation positively 
affects the work-life balance of employees 4.43 0.84 

6. I believe that by providing telework, my organisation increases 
the job satisfaction of employees 

4.23 0.92 

7. I believe that telework is important for health and safety 
security in normal times 3.87 1.11 

8. I believe that providing telework may help my organisation to 
provide a more flexible working arrangement 

4.71 0.55 

9. I believe that providing telework helped my organisation to 
provide a more favourable working environment 

4.43 0.89 

 

 The data in Table 4.2 it is possible to draw general conclusions about the participants' 

perspectives on the role of telework in assisting organisations in fulfilling their internal CSR 

objectives. 

Participants generally felt that their organisation was moderately prepared for the transition 

from office-based work to telework at the beginning of the COVID-19 pandemic (M = 3.66), albeit 

with noticeable variation in opinions (SD = 1.31). This suggests that, although organisations may 

have managed the shift reasonably well, the level of preparedness varied significantly among 

organisations. 
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The participants predominantly agreed that telework was effective during the COVID-19 

pandemic (M = 4.28), with a moderate variation in opinions (SD = 0.98). These findings suggest 

that telework was perceived as a successful measure of maintaining business continuity, 

highlighting its value as an internal CSR strategy that ensures smooth operations during crises. 

Most participants (M = 4.49) believed that offering telework during the COVID-19 

pandemic aided their organisation in upholding employee OHS, with a relatively low variation in 

opinions (SD = 0.77). This finding underscores the efficacy of telework as an internal CSR 

initiative focused on OHS and overall employee well-being. 

The participants tended to concur that teleworking had a positive influence on work-family 

relationships (M = 4.26) and work-life balance (M = 4.43), with moderate variations in opinions 

(SD = 0.87 and SD = 0.84, respectively). These findings demonstrate the potential of telework as 

an internal CSR practice geared towards enhancing employees' quality of life and signify that 

telework can serve as a valuable tool for promoting a healthier work-life balance, which is a crucial 

element of internal CSR. 

A significant number of participants believed that teleworking heightened job satisfaction 

(M = 4.23), with a moderate variation in opinions (SD = 0.92). This finding demonstrates that 

teleworking can contribute to an organisation's internal CSR by fostering employee job 

satisfaction. 

The question “Telework Importance for Health and Safety Security in Normal Times” , 

indicated that participants perceived telework as moderately significant OHS even outside the 

COVID-19 pandemic (M = 3.87, SD = 1.11). This finding demonstrates that telework could be 

regarded as a continuous internal CSR practice to maintain employee well-being in normal times. 
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Participants strongly concurred that offering telework might assist their organisation in 

providing more flexible working arrangements (M = 4.71) and a more favourable working 

environment (M = 4.43), with relatively low variations in opinions (SD = 0.55 and SD = 0.89, 

respectively). This finding demonstrates that teleworking can be an essential internal CSR practice 

that supports adaptability and flexibility within an organisation. 

In summary, although the questionnaire did not directly question whether telework 

constitutes an extension of internal CSR, the findings demonstrate that participants hold a positive 

perception of telework ability to address key aspects of internal CSR. They regarded telework as 

effective and beneficial regarding work-life balance, work-family relationships, job satisfaction, 

health and safety, and flexibility. These attitudes indicate that telework is likely to continue playing 

a vital role in organisational internal CSR strategies beyond the COVID-19 pandemic. By adopting 

telework, organisations can address various internal CSR objectives, ultimately contributing to 

their reputation and long-term success. As telework becomes more prevalent and widely accepted, 

it is crucial for organisations to effectively implement and manage telework arrangements to 

maximise potential benefits and address any challenges that may arise, thereby strengthening their 

commitment to internal CSR and fostering a more sustainable and employee-centric work culture. 

4.2.8 Summary of the Questionnaire Findings 

The analysis of the data gathered from the questionnaire shed light on the three research 

questions that were posed: 

1. Is there a demand for telework among New Zealand’s back-office personnel after the 

COVID-19 pandemic, and what are the drivers for this need?  

2. What attitudes do New Zealand back-office personnel possess due to the impact of 

telework on their work-life balance and job satisfaction?  
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3. What were New Zealand back-office personnel’s attitudes toward telework as an internal CSR 

practice during the COVID-19 pandemic and in the future? 

The data reveal that participants hold a positive perception of telework as an internal CSR 

practice, particularly during the COVID-19 pandemic. They view telework as effective and 

beneficial in addressing key aspects of internal CSR, such as work-life balance, job satisfaction, 

health and safety, and flexibility. These attitudes suggest that telework may play a vital role in 

organisational internal CSR strategies beyond the COVID-19 pandemic, contributing to their 

reputation and long-term success. 

Overall, the findings indicate that participants generally have positive attitudes towards the 

impact of telework on their work-life balance and job satisfaction. They perceive telework as 

providing flexibility, reducing stress, and allowing more time for personal and family life. 

However, the findings also highlight potential challenges, such as isolation and varying 

experiences of stress reduction. 

4.3 Interviews Results 

This section presents the findings obtained through conducting interviews. These were 

designed to provide a more in-depth understanding of the experiences and perspectives of the 

participants regarding telework in order to answer the first and second research questions. Precise 

questions related to the demand for telework among New Zealand's back-office personnel 

following the COVID-19 pandemic and the factors driving this demand, as well as the attitudes 

towards telework impact on their work-life balance and job satisfaction. 

The sample size of ten participants was deemed appropriate for the present research, as the 

focus of the qualitative method was on obtaining rich and detailed data through semi-structured 

interviews rather than on generalisability to a larger population. Furthermore, data saturation was 
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reached after interview ten, indicating that no new ideas or coding were generated after interview 

eight, suggesting that the sample size was sufficient for the research. The interviews lasted an 

average of 25 minutes, with a range of 21 to 42 minutes. The interviews were conducted in a 

structured manner, using open-ended questions to allow for flexibility and depth in responses while 

ensuring that the research questions were addressed. 

Table 4.3 illustrates the themes and categories that emerged from the thematic analysis of 

the findings obtained from the interviews. Th ethematic analysis identifed nine themes, each with 

several categories that represent a detailed overview of the various attitudes and experiences shared 

by the participants. 

Table 4.3  

Thematic Analysis: Themes and Subthemes from Interviews 

Themes Categories 

Telework experience 

a. Limited or no experience before the COVID-19 pandemic 

b. Full-time remote work during the COVID-19 pandemic 

c. Hybrid telework model or continued remote work after the 

COVID-19 pandemic 

Attitudes towards telework 

a. Mixed or positive initial attitudes 

b. The COVID-19 pandemic influence on attitudes (adaptation, 

increased positivity) 

Benefits of telework 

a. Flexibility (scheduling, work-life balance) 

b. Time and cost savings (elimination of daily commute) 

c. Increased productivity 

d. Global collaboration opportunities 
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Challenges of telework 

(Individual) 

a. Lack of face-to-face communication (inefficient problem-

solving) 

b. Sense of isolation and reduced social interaction 

c. Difficulty maintaining clear and effective communication 

d. Establishing and maintaining work-life boundaries 

Challenges of telework (Team) 

a. Loss of informal communication and team cohesion 

b. Coordinating schedules and deadlines across different 

environments 

c. Onboarding and integrating new team members 

Effect of telework on work-life 

balance 

a. Increased flexibility and autonomy (positive) 

b. Flexibility for parental responsibilities 

c. Difficulty establishing and maintaining boundaries between 

work and personal life (negative) 

Effect of telework on job 

satisfaction 

a. Increased job satisfaction (flexibility, autonomy, trust) 

b. Decreased job satisfaction (reduced face-to-face interactions 

and social isolation) 

Organisational attractiveness 

a. Telework options make organisations more attractive to 

potential employees  

b. Organisations commitment to employees 

c. Improved workforce diversity (colleagues from around the 

world) 

Preference for traditional office or 

telework 

a. Preference for a hybrid telework model  

b. Never return to full-time office mode 
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4.3.1 Telework Experience 

The participants' telework experiences varied across different stages, including pre, during, 

and post- the COVID-19 pandemic. While participants (n=5) had limited or no experience with 

teleworking prior to the COVID-19 pandemic, others had occasional telework experience (n=3). 

Remote work arrangements were uncommon and often revolved around personal appointments or 

commitments. 

“Before COVID-19, I had limited experience with telecommuting, primarily working remotely 

when I had personal appointments or commitments...” (M2) 

However, for two participants (n=2), the COVID-19 pandemic was their first experience 

with remote work, and they had to adopt a new working approach. 

“I had never worked remotely before the pandemic. It was a big change to have to set up a 

workspace at home and learn how to use new tools...” (F6) 

The onset of the COVID-19 pandemic resulted in a widespread shift towards remote 

worktelework, with organisations implementing telework to comply with public health mandates 

and guidelines. This transition required particapants (n=10) to adapt quickly to new tools and 

processes, transforming their homes into primary workspaces. 

“When the pandemic started, our company had to switch to full-time remote work. It was 

definitely a big adjustment for me. I had to learn how to collaborate with my team virtually. 

It was quite different from being in the office every day.” (F2) 

Following the COVID-19 pandemic, organisations of every participant (n=10) adopted 

telework policies, with the prevalence of a hybrid telework model, allowing employees to choose 

how often they wanted to telework based on their preferences and job responsibilities. Participants 
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telework experiences during this period varied, with participants (n=8) teleworking for a few days 

per week, while others (n=2) maintained a fully telework schedule. 

“After the pandemic, my company started a new way of working where we could choose how 

often we wanted to work remotely or in the office depending on our job. For me, I work from 

home about three days a week now, which helps me balance working with my team in person 

and from home.” (M2) 

Overall, the COVID-19 pandemic has significantly impacted the acceptance of telework, 

with a widespread shift towards telework across participants’ organisations. Before the COVID-

19 pandemic, telework arrangements were mainly limited and often revolved around personal 

appointments or commitments. However, due to the COVID-19 pandemic, organisations had to 

adopt telework policies to comply with public health mandates and guidelines, resulting in 

employees adapting quickly to telework. As a result, most of the participants organisations adopted 

a hybrid telework model after the COVID-19 pandemic. This indicates that the COVID-19 

pandemic has accelerated the acceptance and normalisation of telework, highlighting the 

employees’ existing demand to have an option for telework in the working environment. 

4.3.2 Attitudes Towards Telework 

Examination of participants' attitudes towards telework revealed diverse perspectives. 

While most of the participants expressed positivity towards telework, there were still some 

variations in opinion. The common view shared by all (n=10) participants was that telework 

offered a considerable degree of flexibility and convenience to traditional office-based work. 

Before the COVID-19 pandemic, participants (n=5) were open to the idea of teleworking, while 

participants (n=3) had no strong feelings about it. 
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“I always dreamed about it, to be able to work from home, and not all employees are happy 

with it. So, my initial attitude is very positive.” (F3) 

However, participants (n=2) had concerns that telework may affect productivity and lead 

to social isolation. 

“… I would probably say about my first feeling that I really didn't want to work from home. I 

didn't even imagine how we can stay alone at home and do that, and I was thinking that it will 

drop down my efficiency.” (M1) 

The COVID-19 pandemic played a significant role in influencing participants' attitudes 

towards telework. For participants (n=5), the COVID-19 pandemic formulated a positive outlook, 

as they witnessed the potential for telework to be effective for various job roles. 

“COVID-19 has made remote work more normal for me... now, because of COVID-19, more 

people are working from home, and it's not seen as strange or unusual anymore. In fact, it has 

become a more normal part of work for many people.” (F4) 

“… then I started liking it very quickly probably because the company was quite ready for 

remote working, and gave us all the tools necessary, so we can set up the working place at 

home… I really started liking it. And I'm still enjoying working from home.” (M1) 

Following the COVID-19 pandemic, participants' attitudes towards telework have 

changed. The hybrid telework model became more prevalent, and participants appreciated the 

balance between in-person and telework collaborations. 

“I like to work from home sometimes, but I also like to work with my colleagues in person. 

So, I think it's best to have a mix of both. That way, I can enjoy the advantages of both ways 

of working.” (F4) 



 

   

 

96 

Overall, the COVID-19 pandemic has caused a significant change in participants' attitudes 

towards telework, with many acknowledging its potential effectiveness and appreciating the 

benefits of flexibility and convenience. The hybrid telework model that emerged after the COVID-

19 pandemic has been positively received by participants as it allowed for a balance between in-

person and telework collaborations. 

4.3.3 Benefits of Telework 

Participants identified several main benefits of telework that contributed to their overall 

job satisfaction and work-life balance. These benefits included increased flexibility and control 

over their schedule, reduced commute time and cost, and improved productivity. 

Flexibility and control over their schedule were identified as the most significant benefits 

reported by all participants (n=10). Having more control over one's schedule was cited as a key 

factor in managing personal and professional responsibilities more effectively. This control 

allowed participants to plan their work and personal commitments, enabling them to prioritise 

tasks and make time for their own needs and interests. 

“I feel that the main advantage is flexibility related to my family and my personal life. I can 

go, for example, to a gym whatever time I want, if I don't have some meetings at work.” (F5) 

“Working from home has given me the opportunity to spend more time with my daughter. I 

can now take her to school in the mornings and make her lunch box at home. It's great because 

I get to be more involved in her routine and have more time together.” (M3) 

Moreover, participants (n=3) highlighted that flexible schedules could help them be more 

productive and efficient, as they could choose the time of day when they were most alert and 

productive to complete certain tasks. Moreover, participants (n=3) noted that working from home 

allowed them to focus on their tasks without distractions, ultimately leading to higher productivity. 
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“When I work from home, I can choose when to work. I'm most productive in the early 

morning... So, I can plan my workday around my best hours to get the job done.” (M4) 

“I find that working from home helps me focus better on my work since there are fewer 

distractions around, which helps me be more productive.” (F6) 

Participants (n=7) also appreciated the reduced commute time and cost associated with 

telework arrangements. By avoiding rush hour traffic and the need to commute to a traditional 

office, participants were able to save significant amounts of time and money on transportation. 

“The commute takes around an hour, including waiting for and walking to the bus. It's not 

too bad, but it's not great because I have to take two buses or walk to the bus station. Driving 

is also not a good option. I spend this hour commuting, but if I didn't have to commute, I would 

get that time back for other things.” (F1) 

Furthermore, participants (n=5) emphasised the financial benefits of flexible work 

arrangements. By teleworking, participants were able to save money on petrol, and public transport 

fares. Additionally, those who typically drove to work were able to save on parking fees, which 

can be a significant expense in some urban areas. 

“In my case, the company I work for doesn't offer any parking spaces, I have to find my own 

parking spot if I choose to drive. And the cost of parking in the downtown area, where my 

office is located, is really expensive...” (F3) 

Overall, the findings suggest that teleworking can offer benefits to employees and 

organisations, including increased flexibility and control over their schedule, reduced commute 

time and cost, and improved productivity. The ability to manage personal and professional 

responsibilities more effectively, save time and money on transport, and work during peak 

productivity hours were identified by participants as the primary drivers for preferring to telework. 
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4.3.4 Challenges of Telework 

Participants reported various challenges associated with telework, both at the personal and 

team persceptive. Individual challenges included the lack of face-to-face communication, feelings 

of isolation, reduced social interaction, and maintaining boundaries between work and personal 

life. Team-level challenges comprised of effective communication and collaboration, coordinating 

schedules and deadlines, on-boarding and integrating new team members. 

One of the challenges reported by participants was the lack of face-to-face communication. 

Participants (n=4) noted that the lack of in-person interaction with colleagues and 

managers/supervisors could lead to miscommunication, which could affect their work outcomes. 

“Sometimes you want to talk to your colleagues, but it's not always easy because they may be 

busy for call at a time that's convenient for you. So, you may have to use messages to 

communicate with them, but messages can be less clear than a conversation.” (M3) 

“… it's easier in most cases, to show something or to train someone when you are just sitting 

beside the person.” (F2) 

Isolation and reduced social interaction were identified as common challenges associated 

with telework. Participants (n=6) reported that the absence of daily interactions with colleagues 

and the lack of social support could lead to feelings of loneliness and disconnection. The challenge 

of isolation was particularly pronounced during the COVID-19 pandemic when participants were 

required to telework due to the lockdowns and social distancing mandates. 

“... challenge of teleworking is feeling lonely sometimes, especially when you're always 

working from home. You may miss the social interactions that you would normally have in the 

office...” (M2) 
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“This is the challenge of like just being blocked, let's say, in the house when you cannot even 

go to the nearest beach or something like that. This was very challenging during the COVID-

19 lockdown.” (F1) 

Another challenge for participants (n=4) was maintaining boundaries between work and 

personal life. Telework sometimes blurred the lines between the two, making it difficult to switch 

off from work and engage in personal activities that could promote well-being and work-life 

balance. This pressure could lead to overworking and burnout, ultimately decreasing job 

satisfaction and productivity. 

“... I find myself working more than when I used to go to the office. Before, I would work for 

the normal hours and then commute, but now that I work from home, and I work more than 

eight hours a day... and I know other people who are also working more than they used to.” 

(M1) 

On the other hand, participants (n=4) reported no challenge in maintaining boundaries 

between work and personal life while teleworking. They found it easy to separate their work and 

personal life by turning off their work devices or setting clear work hours. By creating a clear 

distinction between work and personal time, these participants were able to maintain their work-

life balance. 

“It is easy for me to maintain boundaries between work and life when teleworking. I simply 

turn off my work devices after I finish my workday, and I don't check them until the next day.” 

(M3) 

“I've been teleworking for a while now, and I haven't had much trouble switching between my 

job and my personal life... I also set clear work hours for myself, so I know when I'm supposed 

to be working and when I'm not.” (F4) 
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Effective communication and collaboration emerged as a significant challenge for teams 

teleworking (n=7). Participants noted that maintaining clear and effective communication with 

team members often required more proactive and deliberate efforts. 

“So, you need to, you know, schedule meetings, send a message to people. Hey? Do you have 

time to talk a little bit? People are sometimes very busy... I think that is a little bit frustrating.” 

(M2) 

“It's important for the team to be on the same page, and sometimes it's easier to do this when 

everyone is in the same office. You can get things done quickly by talking to your team in 

person instead of trying to communicate through messages or emails.” (F3) 

Onboarding and integrating new team members into the existing team dynamic was more 

difficult in a telework setting (n=2), as the lack of face-to-face interaction made it harder to build 

rapport and establish a sense of belonging. 

“... for newcomers, especially younger ones who have just joined our company. When you're 

new to a job, you need guidance and support to learn how things work. This can be really 

tough for them without seeing people face-to-face.” (F6) 

Participants (n=3) noted that establishing a network of contacts can be challenging when 

teleworking. The lack of social interaction can make establishing relationships with colleagues 

more difficult, ultimately impacting the ability for effective networking. 

“The other challenge, I think, for mode work is the establishing the networking. I think lack 

of this social interaction at some point affects your ability to establish those relationships.” 

(F2) 

Overall, participants identified several telework challenges, such as maintaining 

boundaries between their work and personal life, effective communication and collaboration, 
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onboarding and integrating new team members, and establishing relationships. The COVID-19 

pandemic has further highlighted the challenges associated with telework, particularly regarding 

isolation and reduced social interaction. Addressing these challenges could be essential for 

organisations to ensure successful telework experience. 

4.3.5 Effect of Telework on Work-Life Balance 

The effect of telework on work-life balance was a prominent theme among participants, 

with most of them reporting positive attititudes to aspects such as improved work-life balance due 

to increased flexibility, additional time for personal activities, and flexibility for parental 

responsibilities. However, some participants also highlighted the difficulty of establishing 

boundaries between work and personal life. 

Improved work-life balance due to flexibility was a benefit mentioned by participants 

(n=10). All ten participants noted that telework provided them with more control over their work 

schedules and allowed them to attend to personal matters more easily. This contributed to a better 

work-life balance, which can ultimately lead to higher overall well-being. 

“While working from home, I can do more than just work. I can multi-task and do some 

household chores like washing clothes or other things at the same time.” (F1) 

“We allow our employees to have a more flexible schedule on Fridays since we started 

teleworking. They can finish work early without using up any leave or take a trip while still 

being able to use their phone to finish up any work.” (M2) 

This flexibility also resulted in additional time for personal activities (n=7). The absence 

of a daily commute provided participants with more time for hobbies, exercise, and spending time 

with family. 
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“... now I can spend more time on my hobby and do what I actually want to do without 

spending this wasting time for commuting.” (F4) 

Telework also provided flexibility for participants (n=4) with parental responsibilities, 

enabling them to better balance their work and family commitments. 

“When you work from home, you can help your kids with their homework while you work on 

your own tasks. You can sit together and do both things at the same time. You can spend more 

time with your kids.” (F3) 

“It's helpful for doing things like going to appointments, running errands, and taking your 

kids to their activities.” (F2) 

However, participants (n=4) experienced difficulty establishing boundaries between work 

and personal life. The blurred lines between work and home environments sometimes led to 

overworking and difficulties in “switching off” from work. 

“Some people don't work the traditional 9 to 5 schedule anymore. They split their workday 

into different time periods, and some even work in the evening. This can be distracting because 

they might message me or ask questions when I'm not working. I can answer them on my 

phone, but it interrupted my family time.” (M1) 

In summary, teleworking had both positive and negative effects on work-life balance. 

While telework offers the benefits of flexibility, additional time for personal activities, and support 

for parental responsibilities, it can also present challenges in establishing boundaries between work 

and personal life. It is essential to acknowledge these challenges and provide support and guidance 

to employees to achieve a healthy work-life balance. 
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4.3.6 Effect of Telework on Job Satisfaction 

The effect of telework on job satisfaction was another theme that emerged from the 

interviews. Participants reported both increased and decreased job satisfaction due to telework, 

depending on various factors. 

Increased job satisfaction was mainly attributed to the flexibility (n=8), autonomy (n=6), 

and trust (n=3) provided by telework arrangements. Participants appreciated the freedom to 

manage their work schedules and the ability to work independently without constant supervision. 

“Yeah, I think it increases job satisfaction because it’s more flexible now, and I can plan my 

day, I’m in charge, and I’m in control.” (F2) 

“The most important thing for me is that I can plan my work schedule the way I want. This is 

a very important criterion for me.” (M3) 

“My manager doesn't need to check on me constantly. They trust me to decide when to work 

as long as the job is done... It feels good to have that independence.” (F4) 

On the other hand, two participants (n=2) experienced decreased job satisfaction due to 

reduced face-to-face interactions and social isolation. The importance of social interaction and in-

person communication was highlighted by participants (n=8). Participants reported feeling isolated 

and disconnected from colleagues, particularly during the COVID-19 lockdown when they could 

not leave their homes. 

“Working remotely can sometimes be a lonely experience. When I'm not in the office, I miss 

the opportunity to have face-to-face conversations and catch up with colleagues during coffee 

breaks. I can feel isolating to work alone for extended periods of time...” (F6) 

However, participants reported that hybrid telework arrangements provided a solution to 

this challenge by offering a balance between telework and in-person work. Participants (n=7) noted 
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that hybrid telework arrangements allowed them to maintain social connections with colleagues 

while also enjoying the benefits of telework. They appreciated the flexibility of being able to 

choose when to telework and when to come into the office. 

“I go to the office twice a week to see people. During lockdown when we can't go anywhere, 

it was hard because there was no personal communication. It made me feel like just sitting in 

front of the screen all the time, and I didn't enjoy it. But now, if I plan it carefully and go when 

all the people are there, going to the office is enjoyable.” (F1) 

Overall, the effect of telework on job satisfaction depends on various factors, with 

flexibility, autonomy, and trust increasing job satisfaction. At the same time, reduced face-to-face 

interactions and social isolation may have negative impacts. Hybrid telework arrangements, which 

combine the benefits of telework and in-person collaboration, can provide a balanced solution to 

address these challenges and optimised job satisfaction. 

4.3.7 Organisational Attractiveness 

The participants also discussed how telework options affected an organisation’s 

attractiveness to potential employees. Most of the participants (n=9) indicated that organisations 

offering telework options were more appealing to them. They attributed this increased 

attractiveness to an organisation’s commitment to employees. 

“I think when a company offers remote work, it shows they care about their employees and 

understand that people have different needs and preferences when it comes to their work.” 

(M2) 

“Companies that offer remote work options seem to be more focused on employees. Providing 

telework, they offer flexibility, which is important to me. It also shows that they trust their 

employees to work independently...” (F5) 
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The participants (n=3) also highlighted the value of working with colleagues from diverse 

backgrounds and geographical locations, which were made possible by telework arrangements. 

They noted that collaborating with team members from different cultures and experiences enriched 

their professional growth and contributed to a more dynamic work environment. 

“It's great to work with colleagues from around the world and learn from their experiences 

and perspectives.” (F2) 

This statement was supported by several participants (n=3) who appreciated the insights 

and ideas brought by a diverse workforce. They acknowledged that tele work allowed 

organisations to access a wider pool of talent. 

“Remote work has given me a chance to work with people from various countries and 

backgrounds... I believe it benefits the entire team and increase innovation and creativity.” 

(M3) 

Overall, the participants' responses indicate that telework options contribute significantly 

to an organisation's attractiveness by demonstrating a commitment to employees, fostering 

flexibility and trust, and facilitating a diverse work environment. This highlights the importance 

of considering telework arrangements as part of an organisation’s strategy to attract and retain 

talent. 

4.3.8 Preference for Traditional Office or Telework 

Participants were asked about their preferences regarding working in a tradiational office 

or teleworking. Most participants (n=9) preferred a hybrid telework model that combines telework 

and in-person collaboration in the office. Participants also highlighted the benefits of choosing 

when and where to work based on their personal preferences and job responsibilities. 
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“I prefer a hybrid work model because it allows me to enjoy the best of both worlds. I can 

work from home when I need to focus on individual tasks, and I can go to the office when I 

need to collaborate with my team or participate in meetings.” (F4) 

“The hybrid model works best for me. I can work remotely when I need quiet time to 

concentrate on my tasks, and I can go to the office to have face-to-face interactions.” (M2) 

Moreover, participants (n=4) indicated that they would never want to return to full-time 

office work, citing the flexibility and autonomy of telework as the main reasons for their 

preference. 

“I can't imagine going back to the office full-time after experiencing remote work... the 

flexibility it provides over my work schedule is too valuable.” (F3) 

In summary, participants predominantly favoured a hybrid telework model that combines 

the benefits of both teleworking and in-person collaboration in the office. This preference not only 

underscores the significance of organisations adopting flexible telework arrangements but also 

reflects the evident demand for telework among participants. By acknowledging and addressing 

these preferences, organisations can create a more accommodating work environment that fosters 

employee job satisfaction and retention. 

4.4 Summary 

The research objectives were to investigate the attitudes of New Zealand back-office 

personnel towards telework in three main areas:  

1. Is there a demand for telework among New Zealand’s back-office personnel after the 

COVID-19 pandemic, and what are the drivers for this need?  

2. What attitudes do New Zealand back-office personnel possess due to the impact of 

telework on their work-life balance and job satisfaction?  
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3. What are the New Zealand back-office personnel's attitudes toward telework as an 

internal CSR practice during COVID-19 and in the future? 

The quantitative data were obtained through a series of questions that were designed to 

contribute to answering all three research questions. The analysis of the questionnaire results 

revealed that telework is highly desired by participants after the COVID-19 pandemic. The number 

of participants with access to telework increased significantly from 61.4% before the COVID-19 

pandemic to 93.1% after the COVID-19 pandemic, indicating a growth of 51.6%. Moreover, 

82.2% of participants reported that they enjoy teleworking, while only 5% of participants reported 

that they do not like it. Participants expressed a strong preference for telework, particularly for the 

"3-4 days per week" (45.5%) and "Full-time" (25.7%) categories, with the traditional office-based 

work model becoming less desirable. 

The findings identified several benefits of telework, including "Better work flexibility" 

(85.1%), "Improved work-life balance" (79.2%), "Less commuting" (64.4% o), and “Higher 

productivity” (37.6%). However, the findings also identified several challenges associated with 

telework, such as a "Lack of social interaction" (65.3%), "Distractions at home" (44.6% o), 

"Difficulty staying motivated" (28.7%), "Increased need for meetings" (24.8%), "Loss of work-

life balance" (9.9%), and "Cybersecurity concerns" (5.0%). 

Concerning question 2, which examines the impact of telework on work-life balance and 

job satisfaction, the data indicated that participants generally reported feeling more satisfied with 

their job when teleworking (M= 4.00), and they had more time for their private life (M = 4.31). 

Participants also strongly agreed that telework allowed them to create a more flexible teleworking 

arrangement (M = 4.53) and provided an opportunity to spend less time getting ready for work (M 

= 4.73) and more time with family and/or pets (M = 4.57). However, the data also showed that 
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participants might experience isolation due to telework (M = 2.84), and stress reduction due to 

telework may vary among participants (M = 3.86). 

Regarding research question 3, which focused on attitudes towards telework as an internal 

CSR practice, participants believed that telework was effective during the COVID-19 pandemic 

in maintaining business continuity (M = 4.28), aided in upholding employee health and safety (M 

= 4.49), and had a positive influence on work-family relationships (M = 4.26), work-life balance 

(M = 4.43), and job satisfaction (M = 4.23). Participants also perceived telework as moderately 

significant for health and safety in normal times (M = 3.87). They strongly agreed that offering 

telework might assist their organisation in providing more flexible teleworking arrangements (M 

= 4.71) and a more favourable working environment (M = 4.43). 

The interviews were aimed to answer two research questions: the demand for telework 

among New Zealand's back-office personnel after the COVID-19 pandemic and the attitudes 

towards the impact of telework on work-life balance and job satisfaction. 

The findings revealed that prior to the COVID-19 pandemic, participants (n=5) had limited 

or no experience with teleworking, while (n=3) had occasional telework experience. However, 

telework policies were adopted by 100% of participant organisations after the COVID-19 

pandemic, with a prevalence of hybrid telework models (n=8). Moreover, most participants (n=9) 

expressed a preference for a hybrid telework model that combines telework and in-person 

collaboration, which highlights the demand for telework among participants and the importance 

of flexible telework arrangements. 

Regarding attitudes towards telework, most of the participants (n=8) expressed positivity 

towards telework, appreciating the benefits of flexibility and convenience. Additionally, 

participants identified several benefits of teleworking that contributed to their overall job 
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satisfaction and work-life balance, including increased flexibility and control over schedule 

(n=10), reduced commute time and cost (n=7), and improved productivity (n=3). 

However, participants also reported several challenges associated with telework, including 

the lack of face-to-face communication (n=4), feelings of isolation (n=6), and maintaining 

boundaries between work and personal life (n=4). Telework had both positive and negative effects 

on work-life balance, with participants reporting improved work-life balance due to increased 

flexibility (n=10), additional time for personal activities (n=7), and support for parental 

responsibilities(n=4). On the other hand, some participants (n=4) experienced difficulty 

establishing boundaries between work and personal life. 
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Chapter 5: Discussion, Recommendations, and Conclusions 

5.1 Introduction 

This chapter presents a discussion of the findings from this research conducted to explore 

telework among New Zealand back-office personnel. This research objectives were to: 

1. To identify if New Zealand back-office personnel have a demand for telework after the 

COVID-19 pandemic and what are the drivers for it. 

2. To determine the experiential effect of telework implementation on New Zealand back-

office personnel’s work-life balance and job satisfaction.  

3. To explore the attitudes of New Zealand back-office personnel toward telework as an 

internal CSR practice during the COVID-19 pandemic and in the future.  

4. Based on the existing literature and research findings, develop recommendations for 

managers and organisations on how telework could be used as an internal CSR extension.  

This research was conducted against the backdrop of the COVID-19 pandemic, which has 

led to a significant increase in the availability and adoption of telework arrangements. The research 

focused on understanding the attitudes and preferences of New Zealand back-office personnel 

towards telework. This discussion is structured around these key objectives, providing insights 

into the demand and drivers for telework, the impact of telework on New Zealand back-office 

personnel work-life balance and job satisfaction, and the potential for telework to be considered 

an internal CSR practice. 

5.2 Demand and Drivers for Telework among New Zealand Back-office Personnel 

The demand for telework among New Zealand back-office personnel has been evident 

through the findings of this research. The quantitative and qualitative data gathered through 

questionnaires and interviews have revealed a significant preference for telework, specifically the 
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hybrid telework model, which combines telework and in-person collaboration. The quantitative 

findings of this research indicated that 82.2% of the respondents enjoyed teleworking, with a 

significant shift in telework availability and intensity rates after the COVID-19 pandemic. The 

findings showed that telework availability significantly increased, indicating a growth of more 

than 50%. Moreover, although the availability of telework has grown significantly, the desire to 

telework, reported by participants, is even higher. When participants were surveyed about their 

telework preferences, a considerable proportion of them favoured a hybrid telework model, with 

almost 70% indicating a preference for teleworking for 1-2 days or 3-4 days per week. Similarly, 

the qualitative findings also support this, with nine of ten of the interview’s participants expressing 

a preference for a hybrid telework model. These findings are consistent with the research of Smite 

et al. (2023), which underscores that hybrid telework models have become a prevalent trend across 

industries and countries as employers strive to cater to the flexibility needs of their workforce. 

Similarly, the studies by Babapour Chafi et al. (2022) and Kwok et al. (2022) identified a 

significant growth in telework due to the COVID-19 pandemic, with the prevalence of the hybrid 

telework model. In addition, four interview participants expressed that they would never return to 

the traditional office for a full-time schedule. This is similar to previous studies that found that 

many employees exhibit a preference for the flexibility and independence offered by telework and 

expressed reluctance to reject such benefits by reverting to the traditional office (Hewett, 2022; 

Mayer & Boston, 2022; Pan & Shaheen, 2022). 

Therefore, it can be inferred that there is a significant demand for telework, particularly the 

hybrid telework model, among New Zealand back-office personnel. The COVID-19 pandemic has 

led to a substantial increase in the availability of telework, but the desire to telework is even higher 

among participants. Most participants preferred a hybrid telework model, indicating a preference 
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for the flexibility offered by telework while also valuing in-person collaboration. The preference 

for telework is consistent with previous studies that found a growing trend towards telework due 

to its benefits (Kwok et al., 2022; Mayer & Boston, 2022; Smite et al., 2023). Moreover, 

participants also expressed a reluctance to return to the traditional office for a full-time schedule, 

indicating a potential shift from the traditional office towards more flexible telework arrangements. 

Several drivers contributed to the demand for telework among New Zealand back-office 

personnel, as identified by both quantitative and qualitative findings. These drivers include 

improved work-life balance, better work flexibility, reduced commuting time and costs, and higher 

productivity. 

Firstly, the desire for better work flexibility emerged as one of the most significant drivers 

for telework demand among New Zealand's back-office personnel. The quantitative findings 

revealed that more then 85% of respondents identified flexibility as a significant benefit of 

telework. Similarly, the qualitative findings revealed that increased flexibility and control over 

their schedules were advantages benefits for all interview participants. These findings align with 

previous research by Thompson et al. (2022) and Caillier (2018), which underscored the 

importance of flexible telework schedules in employment practices, allowing employees to have 

more control over their time, location, and regime of work. Moreover, the findings are in line with 

the research of Sarbu (2018) and Thompson et al. (2022), which found that telework allows 

employees to take advantage of unscheduled time during the workday to attend to non-work tasks 

without having to sacrifice work time. In addition, the the research findings also corroborate the 

notion that telework enables employees to demonstrate greater adaptability in meeting the 

demands of employers (Beauregard et al., 2019). This adaptability allows employees to plan online 

appointments with international colleagues and customers in different time zones, further 
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emphasising the importance of telework flexibility. Thus, the findings of this research among New 

Zealand's back-office personnel highlight the significant role of work flexibility in driving 

telework demand, aligning with prior research that emphasises the benefits of flexible work 

schedules for both employees and employers. 

The potential for improved work-life balance emerged as another significant driver for 

telework demand, with almost 80% of respondents stating that telework positively impacted work-

life balance. The findings align with previous research that highlights the positive impact of 

telework on work-life balance (Beauregard et al., 2019; Schall, 2019; Shieh, 2019; Uzun, 2021). 

As Mazur-Wierzbicka (2015) and Gołaszewska-Kaczan (2015) emphasised, employees have 

multiple social roles and need time to navigate between personal and professional responsibilities, 

the ability to merge both aspects of life and easily shift between them is crucial for achieving work-

life balance. Similarly, Beauregard et al. (2019) found that employees with flexible telework 

arrangements reported better work-life balance, as they could align their work tasks with personal 

and family responsibilities. The qualitative findings further supported these findings, with 

participants expressing that telework allowed them to spend more time with their family, attend to 

personal responsibilities, and enjoy increased flexibility in managing their personal lives. These 

results emphasise the significant role that telework plays in facilitating work-life balance for New 

Zealand back-office personnel, further driving the demand for telework.  

Thirdly, the reduction in commute time and costs also emerged as a key driver for telework 

demand. The quantitative revealed that almost 65% of participants identified less commuting as a 

benefit. The qualitative findings duplicated this sentiment, as participants highlighted the time and 

cost savings resulting by minimising the need for commuting. This is consistent with research by 

Chatterjee et al. (2020), Jones (2022), and Hook et al. (2020), which demonstrated that telework 
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could save employees significant time by reducing or eliminating commuting. Furthermore, the 

study by Pabilonia and Vernon (2021) found that the average teleworker saves approximately one 

hour per day by eliminating their daily commute. Similarly, Kazekami (2020) showed that 

telework could reduce work-related stress by removing the need for commuting every day. Thus, 

the research findings support the existing literature, further emphasising the importance of reduced 

commuting time and costs as critical drivers for the increasing demand for telework among New 

Zealand back-office personnel. 

Finally, higher productivity was another driver for telework demand among New Zealand 

back-office personnel. The quantitative findings revealed that almost 40% of particpants identified 

higher productivity as a benefit of telework. Similarly, in the qualitative findings, three participants 

reported improved productivity as a significant benefit of teleworking. This is in line with studies 

conducted by Bailey and Kurland (2002), Gajendran and Harrison (2007), and Golden and 

Eddleston (2020), which linked telework to higher levels of efficiency and effectiveness in 

employees teleworking. Factors contributing to this enhanced productivity, as identified in the 

literature, include reduced distractions, increased autonomy, and a better ability to focus on tasks 

(Bailey & Kurland, 2002; Golden & Eddleston, 2020). Furthermore, the flexibility offered by 

telework, allowing employees to work during their most productive hours, has been found to 

contribute to increased productivity (Fonner & Roloff, 2010; Golden & Eddleston, 2020). Thus, 

this research findings corroborate with the existing literature, emphasising the role of higher 

productivity as a driver for the growing demand for telework among New Zealand back-office 

personnel. 

In conclusion, this research demonstrates a significant demand for telework, particularly 

the hybrid telework model, among New Zealand back-office personnel. The findings reveal that 
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factors such as improved work-life balance, better work flexibility, reduced commuting time and 

costs, and higher productivity drive the demand for telework. The COVID-19 pandemic has led to 

a substantial increase in the availability of telework, with a strong preference for the hybrid 

telework model. The preference for teleworking is consistent with previous studies that found a 

growing trend towards telework due to its benefits. As telework continues to be a popular work 

arrangement, it is crucial for organisations to consider these drivers when implementing telework 

policies and to ensure that they align with employees' needs and preferences. 

5.3 Impact of Telework on Work-life Balance and Job Satisfaction 

The research in question 2 sought to examine what attitudes New Zealand back-office 

personnel possess due to the impact of telework on their work-life balance and job satisfaction. 

This section discusses the findings of the research by triangulating quantitative and qualitative data 

and existing literature on the subject. 

5.3.1 Impact on Work-Life Balance 

The findings of this research reinforce the notion that teleworking has the potential to 

impact work-life balance positively. As evidenced by the quantitative findings, almost 80% of 

participants reported an improvement in work-life balance. Furthermore, participants indicated 

that telework allows spend less time getting ready for work and dedicate more time to their private 

life when working from home. Participants reported that telework does not create significant work-

life balance conflicts. The qualitative findings affirmed quantitative findings, with ten participants 

emphasised the positive contribution of telework to work-life balance influenced by factors such 

as increased flexibility, additional time for personal activities, and support for parental 

responsibilities. These results are consistent with previous studies that suggest that telework has 
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the potential to improve work-life balance through increased flexibility and control over work 

schedules (Allen et al., 2015; Beauregard et al., 2019; Shieh, 2019; Uzun, 2021). 

Flexible job scheduling was found to be a key aspect of telework that enabled employees 

to balance work and family responsibilities more effectively. According to quantitative findings, 

telework allowed employees to create more flexible working arrangements. These findings are in 

line with the literature, which suggests that teleworkers with flexible scheduling can more 

effectively balance work and family responsibilities (Messenger, 2019; Beauregard et al., 2019). 

Flexibility in telework arrangements allows employees to better adapt to personal commitments, 

including childcare or other personal appointments, without negatively affecting their work 

performance (Sarbu, 2018; Thompson et al., 2022). 

Furthermore, the quantitative findings revealed that almost 65% of participants indicated 

the decreased need for commuting as a significant contributor to better work-life balance. 

Similarly, in qualitative findings, seven participants confirmed that telework saves considerable 

time by reducing or eliminating commuting. These findings are consistent with previous research 

(Jones, 2022; Hook et al., 2020; Zürcher et al., 2021), which also suggests that saving time on 

commuting allows employees to spend more time on personal activities and with their families, 

ultimately leading to a more balanced lifestyle. 

Although the findings predominantly illustrate the positive impact of telework on work-

life balance, it is important to acknowledge the challenges experienced in establishing boundaries 

between work and personal life. While the quantitative findings indicated that only 10% of the 

participants had problems with setting boundaries between work and personal life, the qualitative 

findings showed that 40% of participants reported experiencing such difficulties. These align with 

existing research indicating that telework may lead to the blurring of boundaries between work 
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and home environments, causing employees to struggle with disengaging from work and 

potentially leading to overworking (Allen et al., 2021; Beauregard et al., 2019; Jostell & Hemlin, 

2018; Widar et al., 2022). Therefore, it is important for employers and employees to take steps to 

address the challenge of establishing boundaries between work and personal life in a telework 

environment. One effective strategy is to establish clear guidelines on work expectations and 

boundaries, such as specific working hours and communication protocols (Allen et al., 2021; 

Sarbu, 2018). Employers should encourage employees to disconnect from work during non-

working hours, such as by disabling notifications or encouraging them to take breaks and engage 

in personal activities (Beauregard et al., 2019; Elbaz et al., 2022). Additionally, employees can 

create a designated workspace and establish rules that help them separate work and personal life 

(Allen et al., 2021). These steps can help to ensure that telework remains a positive experience that 

promotes work-life balance and enhances employee well-being. 

5.3.2 Impact on Job Satisfaction 

The research findings revealed a generally positive attitude toward telework's impact on 

job satisfaction, as more than 80% of participants reported feeling more satisfied with their job 

when teleworking. This finding aligns with previous studies that have reported positive 

correlations between telework and job satisfaction (Beauregard et al., 2019; Brunelle & Fortin, 

2021; Schall, 2019). However, when discussing job satisfaction, it is vital to understand that it can 

be considered as the ultimate outcome influenced by other variables that represent value for 

participants (Kaushal, 2021). From this context, the benefits of telework, such as better work-life 

balance, greater work flexibility, and reduced commuting, which were previously discussed, can 

be considered contributing factors to the observed increase in job satisfaction (Aziz-Ur-Rehman 

& Siddiqui, 2019). This notion was further supported by qualitative findings, where eight of ten 
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participants specifically mentioned the benefits of flexibility when asked about their job 

satisfaction. 

In addition, autonomy and trust were also identified as significant factors influencing their 

job satisfaction. Participants cited autonomy as the state of having the freedom to manage their 

work schedules and the capability to work independently. Trust was highlighted as participant’s 

perception that their organisation had confidence in their competence to complete tasks without 

the need for continuous supervision. These qualitative findings support the quantitative results by 

providing a more in-depth understanding of the specific factors contributing to job satisfaction in 

the context of telework. The importance of autonomy and trust as key determinants of job 

satisfaction in telework arrangements has been previously documented in the literature (Brunelle 

& Fortin, 2021; Gajendran & Harrison, 2007; Tudu & Singh, 2022). Autonomy and trust can 

enhance employee motivation and commitment, which in turn, can positively impact job 

satisfaction (Even, 2020; Ngamkroeckjoti et al., 2022). 

However, despite the generally positive impact of telework on job satisfaction, it is crucial 

to consider that teleworking can also have some challenges, such as social isolation and reduced 

face-to-face interactions. The quantitative findings indicated that the participant's responses to the 

Likert scale questio regarding social isolation had an average score of 2.84, with a standard 

deviation of 1.25. These findings suggest that feelings of isolation can potentially have a negative 

impact on job satisfaction among telecommuters. These findings are consistent with existing 

literature, which suggests that social isolation can lead to a decrease in job satisfaction among 

teleworkers (Bentley et al., 2016; Even, 2020; Mayer & Boston, 2022). The qualitative findings 

supported this, with eight of tenparticipants emphasising the importance of social interaction and 

in-person communication for job satisfaction. This is consistent with existing research, which has 
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reported that face-to-face communication is crucial for building and maintaining in-team 

relationships, which are predictors of job satisfaction (Allen et al., 2015; Brunelle & Fortin, 2021; 

Kazekami, 2020). Employees who highly value social connections and in-person collaboration 

may experience decreased job satisfaction in telework settings due to reduced opportunities for 

face-to-face interactions (Adamovic, 2022). This highlights the importance of organisational 

support in mitigating feelings of isolation and maintaining a sense of community among 

teleworkers (Adamovic, 2022; Even, 2020; Williams, 2021). Therefore, it is essential for 

organisations to develop strategies that foster social connections and facilitate face-to-face 

interactions among teleworkers to promote job satisfaction and prevent negative consequences 

such as isolation (Beauregard et al., 2019). Moreover, hybrid telework arrangements emerged as a 

potential solution to addressing social isolation, as they offered a balance between telework and 

in-person collaboration (Hopkins & Bardoel, 2023; Williams, 2021). The findings also confirm 

this notion, with significant responses and highlyg significant responses from the questionnaire 

and interviews, respectively, quantitative data and 90% of interview participants expressing a 

preference for a hybrid telework model. 

In conclusion, the findings suggest that telework has a predominantly beneficial impact on 

work-life balance and job satisfaction for New Zealand back-office personnel. Factors such as 

increased flexibility, autonomy, trust, and reduced commuting time contribute to these beneficial 

outcomes. However, challenges such as establishing boundaries between work and personal life 

and potential social isolation must be addressed by organisations to ensure the sustained benefits 

of telework. Hybrid telework arrangements offer a balanced solution that combines the benefits of 

telework with the benefits of in-person collaboration, effectively addressing the potential 

challenges and optimising work-life balance and job satisfaction. Therefore, it is crucial for 
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organisations and managers to carefully consider the implementation of telework policies and 

practices to balance the benefits and challenges, ensuring that employees can reap the benefits of 

telework while minimising its potential challenges. 

5.4 Telework as an Internal CSR Extension 

This research sought to explore the attitudes of New Zealand back-office personnel towards 

telework as an internal CSR practice during the COVID-19 pandemic and in the future. The 

findings, along with existing literature, suggest that telework can play a significant role in 

addressing key aspects of internal CSR. The quantitative findings revealed that participants 

perceived telework as effective during the COVID-19 pandemic and contributed positively to 

OHS, work-life balance, work-family relationships, and job satisfaction, with mean Likert scale 

scores exceeding 4 for each benefit. These aspects align with the key components of internal CSR, 

as identified by Beglari (2022), Wampole (2022), and Adu-Gyamfi et al. (2021). The qualitative 

findings further emphasised the importance of teleworking in promoting a healthy work-life 

balance, and job satisfaction. 

The qualitative findings demonstrated that telework was perceived as effective in 

maintaining business continuity during the COVID-19 pandemic and upholding employee health 

and safety. The existing literature also supports these findings, as research has shown that telework 

can contribute to OHS (Metwally et al., 2022; Parker & Narayanan, 2022) and provide business 

continuity in times of crisis (Donnelly & Proctor-Thomson, 2015; Green et al., 2017; Sarnosky et 

al., 2022). Furthermore, the findings showed that by implementing telework organisations can 

contribute to more flexible teleworking arrangements and provide better work-life balance and 

work-family relationships, which aligns with the goals of internal CSR (Adu-Gyamfi et al., 2021; 

Macassa et al., 2021; Mayo et al., 2016). The concept of internal CSR encompasses initiatives 
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aimed at enhancing employees' working conditions, job satisfaction, and well-being (Beglari, 

2022; Wampole, 2022). The findings suggest it was assumed that the provision of telework could 

facilitate organisations to enhance employees' job satisfaction and supply a more favourable 

working environment.  

Moreover, the qualitative findings revealed that organisations offering telework options 

were perceived as more attractive to potential employees, as they demonstrated commitment to 

employee well-being and flexibility. These findings support the idea that telework can contribute 

to an organisation's reputation and long-term success by addressing internal CSR objectives 

(Rodríguez-Sánchez et al., 2020; Stoian et al., 2022). Additionally, organisations offering telework 

options can attract a wider pool of talent and foster diversity, an important aspect of internal CSR 

(Mayo et al., 2016). The qualitative finding also revealed that participants emphasised the value 

of working with colleagues from diverse backgrounds and geographical locations. 

In conclusion, the findings provided evidence that telework can be considered an extension 

of internal CSR. By integrating telework into their internal CSR strategies, organisations can 

address the key components of internal CSR, ultimately contributing to their reputation and long-

term success (Stoian et al., 2022). As telework becomes more prevalent and widely accepted 

(Cieniewicz, 2023), it is crucial for organisations to effectively implement and manage telework 

arrangements to maximise potential benefits and address any challenges that may arise, thereby 

strengthening their commitment to internal CSR and fostering a more sustainable and employee-

centric work culture. 

5.5 Recommendations for Managers 

The fourth and final objective of the research was to use the findings to build 

recommendations for managers on the implementation and management of telework to ensure the 
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best experience for New Zealand back-office personnel. First and foremost, it is essential for 

managers to consider implementing telework due to detected demand and the potential to enhance 

employees' well-being. Telework has been shown to improve work-life balance, job satisfaction, 

and OHS, which can ultimately contribute to higher employee engagement, better performance, 

and increased retention rates (Sarbu, 2018; Thompson et al., 2022). By offering flexible telework 

arrangements, employees can better manage their personal and professional commitments, leading 

to reduced stress and improved well-being (Beauregard et al., 2019; Mutiganda et al., 2022; 

Thompson et al., 2022). However, teleworking can also have challenges if not managed carefully. 

For instance, some employees may experience feelings of isolation, disconnection from their 

colleagues, and difficulty in maintaining boundaries between work and personal life (Even, 2020; 

Williams, 2021). Additionally, the rapid shift to telework during the COVID-19 pandemic 

highlighted the need for adequate preparation and support, as many organisations struggled to 

adjust to the new working conditions (Zappalà et al., 2021). In light of these potential challenges, 

a hybrid telework arrangement may be the best option, as it combines the benefits of telework with 

the benefits of traditional office and in-person collaboration (Hopkins & Bardoel, 2023). A hybrid 

telework model allows employees to work remotely for part of the week while maintaining regular 

face-to-face interactions with their colleagues in the traditional office (Williams, 2021). This 

approach can help mitigate feelings of isolation, enhance team cohesion, and provide opportunities 

for collaboration and knowledge sharing that may be challenging to achieve in a fully teleworking 

setting (Hopkins & Bardoel, 2023). 

Furthermore, internal CSR is often related to the policy-making guidance that enables 

decision-makers to design initiatives that contribute more constructively to an improved workplace 

environment (Jamali et al., 2015; Siltaloppi et al., 2021). From the context of telework 
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management, internal CSR, in conjunction with HRM, can develop and promote programmes that 

include shaping corporate culture and providing employee policies, guidelines, training and 

support. 

Shaping corporate culture is essential for creating a positive work environment that 

supports telework. This can involve promoting a culture of trust, communication, and 

collaboration, which can help build a sense of community and connection among teleworking 

employees (Jämsen et al., 2022; Rogers, 2022). CSR policies related to corporate culture can 

include providing opportunities for team building and social interaction, promoting open 

communication channels, and recognising employee contributions (Rodríguez-Sánchez et al., 

2020; Stoian et al., 2022). Appropriate communication, support, and a sense of community can 

help teleworking employees feel more connected and engaged and eventually mitigate the feeling 

of social isolation during telework (Graham et al., 2023; Rogers, 2022). Overall, shaping a positive 

corporate culture through internal CSR policies and guidelines can be crucial for creating a 

supportive telework environment that fosters a sense of community and connection among 

employees, ultimately leading to improved well-being. 

Employee training is also crucial for successful telework (Beauregard et al., 2019). 

Teleworking employees may require specific skills and training to perform their work effectively 

when tele working (Ma, 2021). CSR policies related to employee training can include providing 

relevant tutoring programmes and resources, offering access to IT support, and promoting ongoing 

professional development opportunities (Gould et al., 2020; Onkila & Sarna, 2022). Moreover, 

internal CSR policies and guidelines related to work-life boundaries can facilitate employees to 

maintain a healthy work-life balance (Golob & Podnar, 2021). These policies can include setting 

clear guidelines for work hours and availability, promoting regular breaks and rest periods, and 
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providing resources and training for effective time management and prioritisation (Bartlett et al., 

2021). Thus, incorporating employee training, IT support, and work-life balance guidelines into 

internal CSR policies can enhance the effectiveness of teleworking and support employees' well-

being, which in turn can lead to improved job satisfaction. 

By adopting these recommendations, managers can ensure that their telework initiatives 

are more successful and contribute positively to employees' well-being and job satisfaction, 

ultimately aligning with the goals of internal CSR. 

5.6 Contribution 

The current research contributes to the literature on work-life balance, job satisfaction, 

telework, and internal CSR in several ways, expanding on both the academic and practical 

understanding of these topics. Firstly, this research adds to the growing body of literature 

examining the impact of telework on work-life balance and job satisfaction, thereby reducing the 

gap in the literature. By focusing on telework and its relationship with internal CSR, the research 

sheds light on how organisations can leverage telework policies to enhance employee well-being 

and job satisfaction while also improving their internal CSR performance. This interdisciplinary 

approach, combining concepts from HRM, CSR, and organisational behaviour, offers a 

comprehensive and nuanced perspective on the topic, benefiting both academics and practitioners. 

Secondly, this research delved deeper into the potential benefits and challenges of telework 

for New Zealand back-offic epersonnel, including its impact on work-life balance and job 

satisfaction. This focus enabled a more thorough understanding of the factors that contribute to a 

successful telework environment and the possible role of internal CSR in mitigating potential 

challenges. By addressing both the benefits and challenges of telework arrangements, this research 
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contributes to a more holistic understanding of the implications of telework for back-office 

personnels and organisations in New Zealand.  

Thirdly, this research offers practical recommendations for managers/supervisors and 

organisations aiming to implement telework policies effectively, considering the potential impact 

on employee well-being and the role of CSR in shaping and monitoring such policies. By offering 

actionable guidance, this research helps bridge the gap between theory and practice, enabling 

organisations to navigate better the challenges and benefits associated with telework. 

5.7 Limitations and Future Research Opportunities 

This research has some limitations that should be acknowledged. The first limitation is the 

relatively small sample size. A larger sample size could have potentially provided a more diverse 

range of experiences and perspectives, thus enhancing the generalisability of the findings (O’Reilly 

& Parker, 2013). Another limitation was the potential for self-selection bias among the participants 

(Ross & Bibler Zaidi, 2019). As the recruitment process relied on social media and personal 

networking, those who had strong opinions or experiences with teleworking may have been more 

likely to participate. This may have led to an overrepresentation of certain viewpoints within the 

sample, potentially limiting the applicability of the findings to a broader population of New 

Zealand back-office personnel. Furthermore, this research scope is limited to New Zealand back-

office personnel, and the findings may not be generalisable to other professional groups or 

countries. Future research could explore the demand and drivers for telework across different 

industries and countries to obtain a more comprehensive understanding of the global telework 

landscape. Also, cross-cultural studies could provide insights into how cultural factors influence 

telework preferences and experiences. 
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Additionally, the cross-sectional design of this research, which collected data at a single 

point in time, may not have captured the dynamic nature of telework experiences and attitudes 

(Rindfleisch et al., 2008). Moreover, this research focused on the COVID-19 pandemic as a 

catalyst for the increase in telework opportunities in New Zealand. Future longitudinal research 

would be valuable in understanding how telework attitudes evolve over time in the aftermath of 

the COVID-19 pandemic. Such research could help to identify trends and shifts in preferences for 

telework, as well as uncover any potential long-term consequences of telework on work-life 

balance, job satisfaction, and internal CSR. 

Lastly, the notion of telework as an internal CSR extension is still an emerging concept. 

More research is needed to understand how telework can be effectively integrated into 

organisations' internal CSR strategies. Future research could explore specific organisational 

practices that enable successful telework implementation, as well as the mechanisms through 

which telework contributes to improved employee well-being, job satisfaction, and overall 

corporate sustainability. Furthermore, comparative research could be conducted to explore 

potential differences in telework experiences and preferences between various industries, job roles, 

and demographic groups.These may reveal unique challenges and benefits related to telework in 

specific contexts, thereby enabling organisations to tailor their telework policies and practices to 

the unique needs of their employees. By addressing these limitations and exploring future research 

opportunities, scholars can continue to build a comprehensive understanding of telework and its 

implications for individuals, organisations, and society as a whole. 

5.8 Conclusion 

This research aimed to investigate the prevalence, demand, and impact of telework among 

New Zealand back-office personnel, with a specific focus on work-life balance, job satisfaction, 
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and the potential of telework as an extension of internal CSR. This research sought to understand 

employees' preferences, the drivers for telework adoption, and the potential challenges benefits 

and associated with telework arrangements. The findings of provide important insights for 

organisations and managers/supervisors, offering valuable recommendations for the effective 

implementation and management of telework policies, with the goal of creating a more sustainable, 

employee-centric, and successful work environment. 

This research has provided valuable insights into the attitudes of New Zealalnd back-office 

personnel towards telework. The findings demonstrate that the COVID-19 pandemic has 

significantly increased the availability of telework, reflecting global trends (Kwok et al., 2022; 

Mayer & Boston, 2022; Smite et al., 2023). However, the desire for telework among participants 

in this research is even higher than current availability, with most participants preferring a hybrid 

telework model, highlighting the importance of flexibility and in-person collaboration. This 

preference is consistent with previous studies that have noted the benefits of telework, including 

improved work-life balance, better work flexibility, reduced commuting time and costs, and 

increased productivity (Cieniewicz, 2023; Stoian et al., 2022). 

This research has shown that telework can have a predominantly beneficial impact on 

work-life balance and job satisfaction for New Zealand back-office personnel. Factors such as 

increased flexibility, autonomy, trust, and reduced commuting time contribute to these positive 

outcomes (Mayer & Boston, 2022). However, potential challenges, such as establishing boundaries 

between work and personal life and addressing social isolation, must be considered to ensure the 

sustained benefits of telework (Cieniewicz, 2023). The hybrid telework arrangements offer a 

balanced solution by combining the benefits of telework with the benefits of the traditional office 
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and in-person collaboration, effectively addressing potential challenges and optimising work-life 

balance and job satisfaction. 

Moreover, this research supports the notion that telework can be considered an extension 

of internal CSR (Mayo et al., 2016; Stoian et al., 2022). By integrating telework into their CSR 

strategies, organisations can address the key components of internal CSR, ultimately contributing 

to their reputation and long-term success. As telework becomes more prevalent and widely 

accepted, organisations must effectively implement and manage telework arrangements to 

maximise potential benefits and address any challenges that may arise, thereby strengthening their 

commitment to internal CSR and fostering a more sustainable and employee-centric work culture. 

In conclusion, the findings of this research have significant implications for organisations 

and managers/supervisors in New Zealand and beyond. As telework continues to gain popularity, 

it is crucial for organisations to understand the factors driving its demand, the impact on 

employees' work-life balance and job satisfaction, and its potential role as an internal CSR 

extension. By carefully considering these aspects and implementing telework policies and 

practices that balance the benefits and challenges, organisations can ensure that employees reap 

the benefits of telework while minimising its potential adverse effects, ultimately contributing to 

a more sustainable, employee-centric, and successful work environment. 

  



 

   

 

129 

References 

Abendroth, A., & Reimann, M. (2018). Chapter 15 telework and work–family conflict across 

workplaces: investigating the implications of work–family-supportive and high-demand 

workplace cultures. In Contemporary Perspectives in Family Research (pp. 323–348). 

https://doi.org/10.1108/S1530-353520180000013017 

Abutabenjeh, S., & Jaradat, R. (2018). Clarification of research design, research methods, and 

research methodology: A guide for public administration researchers and practitioners. 

Teaching Public Administration, 36(3), 237–258. 

https://doi.org/10.1177/0144739418775787 

Adamovic, M. (2022). How does employee cultural background influence the effects of telework 

on job stress? The roles of power distance, individualism, and beliefs about telework. 

International Journal of Information Management, 62, 102437. 

https://doi.org/10.1016/j.ijinfomgt.2021.102437 

Adamovic, M., Gahan, P., Olsen, J., Gulyas, A., Shallcross, D., & Mendoza, A. (2022). 

Exploring the adoption of virtual work: The role of virtual work self-efficacy and virtual 

work climate. The International Journal of Human Resource Management, 33(17), 3492–

3525. https://doi.org/10.1080/09585192.2021.1913623 

Adu-Gyamfi, M., He, Z., Nyame, G., Boahen, S., & Frempong, M. F. (2021). Effects of Internal 

CSR Activities on Social Performance: The Employee Perspective. Sustainability, 

13(11), Article 11. https://doi.org/10.3390/su13116235 



 

   

 

130 

Al-Ghazali, B. M., Sohail, M. S., & Jumaan, I. A. M. (2021). CSR Perceptions and Career 

Satisfaction: The Role of Psychological Capital and Moral Identity. Sustainability, 

13(12), Article 12. https://doi.org/10.3390/su13126786 

Ali, S. H., Foreman, J., Capasso, A., Jones, A. M., Tozan, Y., & DiClemente, R. J. (2020). Social 

media as a recruitment platform for a nationwide online survey of COVID-19 knowledge, 

beliefs, and practices in the United States: Methodology and feasibility analysis. BMC 

Medical Research Methodology, 20(1), 116. https://doi.org/10.1186/s12874-020-01011-0 

Allen, T. D., Golden, T. D., & Shockley, K. M. (2015). How Effective Is Telecommuting? 

Assessing the Status of Our Scientific Findings. Psychological Science in the Public 

Interest: A Journal of the American Psychological Society, 16(2), 40–68. 

https://doi.org/10.1177/1529100615593273 

Allen, T. D., Merlo, K., Lawrence, R. C., Slutsky, J., & Gray, C. E. (2021). Boundary 

Management and Work-Nonwork Balance While Working from Home. Applied 

Psychology, 70(1), 60–84. https://doi.org/10.1111/apps.12300 

Ashry, S. S. E. (2021). Flexible Working Practices for Educated Egyptian Women in the Digital 

Era: A Study on Telework during the COVID-19 Pandemic and Its Potential to Reduce 

Gender Gap [Master’s Thesis, the American University in Cairo]. 

https://fount.aucegypt.edu/etds/1868 

Athanasiadou, C., & Theriou, G. (2021). Telework: Systematic literature review and future 

research agenda. Heliyon, 7(10), e08165. https://doi.org/10.1016/j.heliyon.2021.e08165 

Auckland Council. (2020). Auckland economic update Groups in lockdown in April. MBIE and 

Statistics New Zealand. https://knowledgeauckland.org.nz/media/1802/04april-2020-

covid-19-economic-update-2-groups-in-lockdown-employment.pdf 



 

   

 

131 

Aziz-Ur-Rehman, M., & Siddiqui, D. (2019). Relationship between Flexible Working 

Arrangements and Job Satisfaction Mediated by Work-Life Balance: Evidence from 

Public Sector Universities Employees of Pakistan. SSRN Electronic Journal. 

https://doi.org/10.2139/ssrn.3510918 

Babapour Chafi, M., Hultberg, A., & Bozic Yams, N. (2022). Post-Pandemic Office Work: 

Perceived Challenges and Opportunities for a Sustainable Work Environment. 

Sustainability, 14(1), Article 1. https://doi.org/10.3390/su14010294 

Bailey, D. E., & Kurland, N. B. (2002). A review of telework research: Findings, new directions, 

and lessons for the study of modern work. Journal of Organizational Behavior, 23(4), 

383–400. https://doi.org/10.1002/job.144 

Barański, M., Mélypataki, G., Zoltán, M., & Lipták, K. (2021). Home office opportunities in 

SME’s in back office. Acta Academica Karviniensia, 21(1), 5–14. 

https://doi.org/10.25142/aak.2021.001 

Barone, A. (2022, July 2). Back Office: What It Means in Business, With Examples. 

Investopedia. https://www.investopedia.com/terms/b/backoffice.asp 

Bartlett, M. J., Arslan, F. N., Bankston, A., & Sarabipour, S. (2021). Ten simple rules to improve 

academic work–life balance. PLOS Computational Biology, 17(7), e1009124. 

https://doi.org/10.1371/journal.pcbi.1009124 

Bautista-Bernal, I., Quintana-García, C., & Marchante-Lara, M. (2021). Research trends in 

occupational health and social responsibility: A bibliometric analysis. Safety Science, 

137, 105167. https://doi.org/10.1016/j.ssci.2021.105167 



 

   

 

132 

Beaunoyer, E., Dupéré, S., & Guitton, M. J. (2020). COVID-19 and digital inequalities: 

Reciprocal impacts and mitigation strategies. Computers in Human Behavior, 111, 

106424. https://doi.org/10.1016/j.chb.2020.106424 

Beauregard, T. A., Basile, K. A., & Canonico, E. (2019). Telework: Outcomes and Facilitators 

for Employees. In R. N. Landers (Ed.), The Cambridge Handbook of Technology and 

Employee Behavior (1st ed., pp. 511–543). Cambridge University Press. 

https://doi.org/10.1017/9781108649636.020 

Beckel, J. L. O., & Fisher, G. G. (2022). Telework and Worker Health and Well-Being: A 

Review and Recommendations for Research and Practice. International Journal of 

Environmental Research and Public Health, 19(7), 3879. 

https://doi.org/10.3390/ijerph19073879 

Beglari, S. M. (2022). Impact of internal corporate social responsibility factors on the 

employee’s innovation climate in the medical diagnostics industry [Doctoral dissertation, 

Pepperdine University]. https://www.proquest.com/dissertations-theses/impact-internal-

corporate-social-responsibility/docview/2725294453/se-2 

Belzunegui-Eraso, A., & Erro-Garcés, A. (2020). Teleworking in the Context of the Covid-19 

Crisis. Sustainability, 12(9), 3662. https://doi.org/10.3390/su12093662 

Bentley, T., Teo, S., McLeod, L., Tan, F., Bosua, R., & Gloet, M. (2016). The role of 

organisational support in teleworker wellbeing: A socio-technical systems approach. 

Applied Ergonomics, 52, 207–215. https://doi.org/10.1016/j.apergo.2015.07.019 

Bérastégui, P. (2021). Teleworking in the Aftermath of the COVID-19 Pandemic: Enabling 

Conditions for a Successful Transitio. SSRN; 2021. https://doi.org/10.2139/ssrn.3856979 



 

   

 

133 

Black, W., & Babin, B. J. (2019). Multivariate Data Analysis: Its Approach, Evolution, and 

Impact. In B. J. Babin & M. Sarstedt (Eds.), The Great Facilitator: Reflections on the 

Contributions of Joseph F. Hair, Jr. To Marketing and Business Research (pp. 121–130). 

Springer International Publishing. https://doi.org/10.1007/978-3-030-06031-2_16 

Bloom, N. (2021,). Don’t let employees pick their WFH days. Harvard Business Review. 

https://hbr.org/2021/05/dont-let-employees-pick-their-wfh-days 

Bolisetty, P. K., Sharma, P., & Bhattacharya, S. (2023). Sustainable Health in the Era of Work 

from Anywhere. Australasian Accounting, Business and Finance Journal, 17(1), 51–67. 

https://doi.org/10.14453/aabfj.v17i1.04 

Bonache, J., & Festing, M. (2020). Research paradigms in international human resource 

management: An epistemological systematisation of the field. German Journal of Human 

Resource Management, 34(2), 99–123. https://doi.org/10.1177/2397002220909780 

Braun, V., & Clarke, V. (2006). Using thematic analysis in psychology. Qualitative Research in 

Psychology, 3(2), 77–101. https://doi.org/10.1191/1478088706qp063oa 

Brough, P., Timms, C., Chan, X. W., Hawkes, A., & Rasmussen, L. (2020). Work–Life Balance: 

Definitions, Causes, and Consequences. In T. Theorell (Ed.), Handbook of 

Socioeconomic Determinants of Occupational Health (pp. 1–15). Springer International 

Publishing. https://doi.org/10.1007/978-3-030-05031-3_20-1 

Brunelle, E., & Fortin, J.-A. (2021). Distance Makes the Heart Grow Fonder: An Examination of 

Teleworkers’ and Office Workers’ Job Satisfaction Through the Lens of Self-

Determination Theory. SAGE Open, 11(1), 2158244020985516. 

https://doi.org/10.1177/2158244020985516 

Bryman, A. (2016). Social research methods (Fifth Edition). Oxford University Press. 



 

   

 

134 

Buomprisco, G., Ricci, S., Perri, R., & Sio, S. D. (2021). Health and Telework: New Challenges 

after COVID-19 Pandemic. European Journal of Environment and Public Health, 5(2), 

em0073. https://doi.org/10.21601/ejeph/9705 

Caillier, J. G. (2016). Does Satisfaction With Family-Friendly Programs Reduce Turnover? A 

Panel Study Conducted in U.S. Federal Agencies. Public Personnel Management, 45(3), 

284–307. https://doi.org/10.1177/0091026016652424 

Caillier, J. G. (2018). Do flexible work schedules reduce turnover in U.S. federal agencies? The 

Social Science Journal, 55(2), 108–115. https://doi.org/10.1016/j.soscij.2017.09.005 

Campo, A. M. D. V., Avolio, B., & Carlier, S. I. (2021). The Relationship Between Telework, 

Job Performance, Work–Life Balance and Family Supportive Supervisor Behaviours in 

the Context of COVID-19. Global Business Review, 09721509211049918. 

https://doi.org/10.1177/09721509211049918 

Carroll, A. B. (2009). A History of Corporate Social Responsibility: Concepts and Practices. In 

A. Crane, D. Matten, A. McWilliams, J. Moon, & D. S. Siegel (Eds.), The Oxford 

Handbook of Corporate Social Responsibility (1st ed., pp. 19–46). Oxford University 

Press. https://doi.org/10.1093/oxfordhb/9780199211593.003.0002 

Chan, T. J., & Hasan, N. A. M. (2019). Internal Corporate Social Responsibility Practices and 

Employees’ Job Satisfaction in a Malaysian Banking Company. Jurnal Pengurusan, 55, 

1–19. https://doi.org/10.17576/pengurusan-2019-55-08 

Chatterjee, K., Chng, S., Clark, B., Davis, A., De Vos, J., Ettema, D., Handy, S., Martin, A., & 

Reardon, L. (2020). Commuting and wellbeing: A critical overview of the literature with 

implications for policy and future research. Transport Reviews, 40(1), 5–34. 

https://doi.org/10.1080/01441647.2019.1649317 



 

   

 

135 

Chatzopoulou, E.-C., Manolopoulos, D., & Agapitou, V. (2022). Corporate Social Responsibility 

and Employee Outcomes: Interrelations of External and Internal Orientations with Job 

Satisfaction and Organizational Commitment. Journal of Business Ethics, 179(3), 795–

817. https://doi.org/10.1007/s10551-021-04872-7 

Cheng, W. (2021). Corporate Social Responsibility and Sustainable Economic Development in 

China [Doctoral dissertation, Illinois Institute of Technology]. 

https://www.proquest.com/dissertations-theses/corporate-social-responsibility-

sustainable/docview/2553814231/se-2 

Cieniewicz, A. G. (2023). Commitment profiles of Federal Government employees who 

telework: A qualitative study [Doctoral dissertation, The George Washington University]. 

https://www.proquest.com/docview/2747918008/8CA8F1FAE1B54C17PQ/1?accountid=

39660 

Collins, A. M., Hislop, D., & Cartwright, S. (2016). Social support in the workplace between 

teleworkers, office-based colleagues and supervisors. New Technology, Work and 

Employment, 31(2), 161–175. https://doi.org/10.1111/ntwe.12065 

Cook, M. (2022). Consistencies and inconsistencies in the application and mechanisms of 

corporate social responsibility: A case study approach to seeking clarification (Order 

No. 29397373) [Doctoral dissertation, Pepperdine University]. 

https://digitalcommons.pepperdine.edu/etd/1270 

Cumming, J. (2022). Going hard and early: Aotearoa New Zealand’s response to Covid-19. 

Health Economics, Policy and Law, 17(1), 107–119. 

https://doi.org/10.1017/S174413312100013X 



 

   

 

136 

Davidescu, A. A., Apostu, S.-A., Paul, A., & Casuneanu, I. (2020). Work Flexibility, Job 

Satisfaction, and Job Performance among Romanian Employees—Implications for 

Sustainable Human Resource Management. Sustainability, 12(15), 6086. 

https://doi.org/10.3390/su12156086 

del Carmen Gutierrez-Diez, M., Aguilar, A. L. S., & Howlet, L. C. P. (2018). Telework as a 

labor satisfaction strategy. Findings in emerging economies. European Scientific Journal, 

ESJ, 14(22), 1–12. 

Dima, A.-M., Țuclea, C.-E., Vrânceanu, D.-M., & Țigu, G. (2019). Sustainable Social and 

Individual Implications of Telework: A New Insight into the Romanian Labor Market. 

Sustainability, 11(13), 3506. https://doi.org/10.3390/su11133506 

Donnelly, N., & Proctor-Thomson, S. (2015). Disrupted work: Home-based teleworking 

(HbTW) in the aftermath of a natural disaster. New Technology, Work and Employment, 

30. https://doi.org/10.1111/ntwe.12040 

Donthu, N., & Gustafsson, A. (2020). Effects of COVID-19 on business and research. Journal of 

Business Research, 117, 284–289. https://doi.org/10.1016/j.jbusres.2020.06.008 

Edelmann, N., & Millard, J. (2021). Telework development before, during and after COVID-19, 

and its relevance for organizational change in the public sector. 14th International 

Conference on Theory and Practice of Electronic Governance (ICEGOV 2021), 8. 

https://doi.org/10.1145/3494193.3494252 

Elbaz, S., Richards, J. B., & Provost Savard, Y. (2022). Teleworking and work–life balance 

during the COVID-19 pandemic: A scoping review. Canadian Psychology / Psychologie 

Canadienne. https://doi.org/10.1037/cap0000330 



 

   

 

137 

Esmaeelinezhad, O., Singaravelloo, K., & Boerhannoeddin, A. (2015). Linkage between 

Perceived Corporate Social Responsibility and Employee Engagement: Mediation Effect 

of Organizational Identification. International Journal of Human Resource Studies, 5(3), 

174. https://doi.org/10.5296/ijhrs.v5i3.8376 

Essanoussi, N. (2022). Rethinking HRM in the time of coronavirus. International Journal of 

Accounting, Finance, Auditing, Management and Economics, 3(4–1), 383–393. 

https://doi.org/doi:https://doi.org/10.5281/zenodo.6612009 

Evangelinos, K., Fotiadis, S., Skouloudis, A., Khan, N., Konstandakopoulou, F., Nikolaou, I., & 

Lundy, S. (2018). Occupational health and safety disclosures in sustainability reports: An 

overview of trends among corporate leaders. Corporate Social Responsibility and 

Environmental Management, 25(5), 961–970. https://doi.org/10.1002/csr.1512 

Even, A. (2020). The evolution of work: best practices for avoiding social and organizational 

isolation in telework mployees. (SSRN Scholarly Paper No. 3543122). 

https://doi.org/10.2139/ssrn.3543122 

Fominykh, A. (2020). Telework challenges during pandemia of Covid-19. [Master’s Thesis, 

Lappeenranta-Lahti University of Technology]. https://urn.fi/URN:NBN:fi-

fe2020112492898 

Fonner, K. L., & Roloff, M. E. (2010). Why Teleworkers are More Satisfied with Their Jobs than 

are Office-Based Workers: When Less Contact is Beneficial. Journal of Applied 

Communication Research, 38(4), 336–361. 

https://doi.org/10.1080/00909882.2010.513998 

Foreman, D. (2021). Impact of Teleworking during COVID-19 of Stress and Job Satisfaction for 

College Students [Doctoral dissertation, Walden University]. 



 

   

 

138 

https://www.proquest.com/dissertations-theses/impact-teleworking-during-covid-19-

stress-job/docview/2608115803/se-2 

Forney, W. (2018). Corporate Social Responsibility: Understanding the Strategy and Impact of 

CSR Implementation [Doctoral dissertation, Sullivan University]. 

https://www.proquest.com/docview/2036416325/abstract/75827BF44B9048B9PQ/8 

Freeman, C. (2021). Always on, always available: Working parents’ use of business and 

personal technology during private hours, and the impact of e-communication overload 

on stress and anxiety, and perceived burnout. [Master of Science Thesis, The University 

of Buckingham]. https://www.cybercology.com/wp-content/uploads/2021/09/Carolyn-

Freeman-Always-On-Dissertation-1-July-21.pdf 

Fujii, K. (2020). Workplace Motivation: Addressing Telework as a Mechanism for Maintaining 

Employee Productivity [Master thesis, Portland State University]. 

https://doi.org/10.15760/honors.912 

Gajendran, R. S., & Harrison, D. A. (2007). The good, the bad, and the unknown about 

telecommuting: Meta-analysis of psychological mediators and individual consequences. 

Journal of Applied Psychology, 92, 1524–1541. https://doi.org/10.1037/0021-

9010.92.6.1524 

Gołaszewska-Kaczan, U. (2015). Actions for promoting work-life balance as an element of 

Corporate Social Responsibility. Research Papers of the Wroclaw University of 

Economics/Prace Naukowe Uniwersytetu Ekonomicznego We Wroclawiu, (387). 

https://doi.org/10.15611/pn.2015.387.05 



 

   

 

139 

Golden, T. D., & Eddleston, K. A. (2020). Is there a price telecommuters pay? Examining the 

relationship between telecommuting and objective career success. Journal of Vocational 

Behavior, 116, 103348. https://doi.org/10.1016/j.jvb.2019.103348 

Golob, U., & Podnar, K. (2021). Corporate marketing and the role of internal CSR in employees’ 

life satisfaction: Exploring the relationship between work and non-work domains. 

Journal of Business Research, 131, 664–672. 

https://doi.org/10.1016/j.jbusres.2021.01.048 

Górny, A. (2019). Application of the CSR guidelines to improve the working environment. 

MATEC Web of Conferences, 290, 12013. 

https://doi.org/10.1051/matecconf/201929012013 

Gould, R., Harris, S. P., Mullin, C., & Jones, R. (2020). Disability, diversity, and corporate social 

responsibility: Learning from recognized leaders in inclusion. Journal of Vocational 

Rehabilitation, 52(1), 29–42. https://doi.org/10.3233/JVR-191058 

Graham, M., Lambert, K. A., Weale, V., Stuckey, R., & Oakman, J. (2023). Working from home 

during the COVID 19 pandemic: A longitudinal examination of employees’ sense of 

community and social support and impacts on self-rated health. BMC Public Health, 

23(1), 11. https://doi.org/10.1186/s12889-022-14904-0 

Green, N., Tappin, D., & Bentley, T. (2017). Exploring the Teleworking Experiences of 

Organisations in a Post-Disaster Environment. New Zealand Journal of Human 

Resources Management, 17(1). 

Green, N., Tappin, D., & Bentley, T. (2020). Working From Home Before, During and After the 

Covid-19 Pandemic: Implications for Workers and Organisations. New Zealand Journal 

of Employment Relations, 45(2). https://doi.org/10.24135/nzjer.v45i2.19 



 

   

 

140 

Grzegorczyk, M., Mariniello, M., Nurski, L., & Schraepen, T. (2021). Blending the physical and 

virtual: A hybrid model for the future of work (Bruegel Policy Contribution, No. 14/2021 

No. 14/2021). Bruegel Policy Contribution. 

https://www.econstor.eu/handle/10419/251067 

Hajal, G. E. (2022). Teleworking and the jobs of tomorrow. Research in Hospitality 

Management, 12(1), 21–27. https://doi.org/10.1080/22243534.2022.2080953 

Henke, R. M., Benevent, R., Schulte, P., Rinehart, C., Crighton, K. A., & Corcoran, M. (2016). 

The Effects of Telecommuting Intensity on Employee Health. American Journal of 

Health Promotion, 30(8), 604–612. https://doi.org/10.4278/ajhp.141027-QUAN-544 

Hennink, M., & Kaiser, B. N. (2022). Sample sizes for saturation in qualitative research: A 

systematic review of empirical tests. Social Science & Medicine, 292, 114523. 

https://doi.org/10.1016/j.socscimed.2021.114523 

Hewett, W. (2022,). Cost of living: Report finds almost half of New Zealanders would quit job 

for remote work. Newshub. https://www.newshub.co.nz/home/lifestyle/2022/10/cost-of-

living-report-finds-almost-half-of-new-zealanders-would-quit-job-for-remote-work.html 

Hook, A., Court, V., Sovacool, B. K., & Sorrell, S. (2020). A systematic review of the energy 

and climate impacts of teleworking. Environmental Research Letters, 15(9), 093003. 

https://doi.org/10.1088/1748-9326/ab8a84 

Hopkins, J., & Bardoel, A. (2023). The Future Is Hybrid: How Organisations Are Designing and 

Supporting Sustainable Hybrid Work Models in Post-Pandemic Australia. Sustainability, 

15(4), Article 4. https://doi.org/10.3390/su15043086 

Hossen, Md. M., Chan, T. J., & Mohd Hasan, N. A. (2020). Mediating Role of Job Satisfaction 

on Internal Corporate Social Responsibility Practices and Employee Engagement in 



 

   

 

141 

Higher Education Sector. Contemporary Management Research, 16(3), 207–227. 

https://doi.org/10.7903/cmr.20334 

Houston, A., & Foster, A. W. (2021). Case Study: How Gallaudet University’s Office of 

Sponsored Programs and Research Services Implemented Their Business Continuity Plan 

during COVID-19. Research Management Review, 25(1), 38–56. 

https://eric.ed.gov/?id=EJ1317265 

Husband, G. (2020). Ethical Data Collection and Recognizing the Impact of Semi-Structured 

Interviews on Research Respondents. Education Sciences, 10(8), 206. 

https://doi.org/10.3390/educsci10080206 

Jablokow, K. W., Vora, A., Henderson, D. A., Bracken, J., Sonalkar, N., & Harris, S. (2019, June 

15). Beyond Likert Scales: Exploring Designers’ Perceptions through Visual Reflection 

Activities. 2019 ASEE Annual Conference & Exposition. https://peer.asee.org/beyond-

likert-scales-exploring-designers-perceptions-through-visual-reflection-activities 

Jamali, D. R., El Dirani, A. M., & Harwood, I. A. (2015). Exploring human resource 

management roles in corporate social responsibility: The CSR-HRM co-creation model. 

Business Ethics: A European Review, 24(2), 125–143. https://doi.org/10.1111/beer.12085 

Jämsen, R., Sivunen, A., & Blomqvist, K. (2022). Employees’ perceptions of relational 

communication in full-time remote work in the public sector. Computers in Human 

Behavior, 132, 107240. https://doi.org/10.1016/j.chb.2022.107240 

Jia, Y., Yan, J., Liu, T., & Huang, J. (2019). How Does Internal and External CSR Affect 

Employees’ Work Engagement? Exploring Multiple Mediation Mechanisms and 

Boundary Conditions. International Journal of Environmental Research and Public 

Health, 16(14), 2476. https://doi.org/10.3390/ijerph16142476 



 

   

 

142 

Johnson, A., Dey, S., Nguyen, H., Groth, M., Joyce, S., Tan, L., Glozier, N., & Harvey, S. B. 

(2020). A review and agenda for examining how technology-driven changes at work will 

impact workplace mental health and employee well-being. Australian Journal of 

Management, 45(3), 402–424. https://doi.org/10.1177/0312896220922292 

Jones, S. (2022). Telework in times of crisis. [Doctor of Business Administration, Liberty 

University]. https://digitalcommons.liberty.edu/doctoral/3660 

Jostell, D., & Hemlin, S. (2018). After hours teleworking and boundary management: Effects on 

work-family conflict. Work, 60, 1–9. https://doi.org/10.3233/WOR-182748 

Juchnowicz, M., & Kinowska, H. (2021). Employee Well-Being and Digital Work during the 

COVID-19 Pandemic. Information, 12(8), 293. https://doi.org/10.3390/info12080293 

Kacprzak, M., Milewska, A., Kacprzak, A., & Krol, A. (2021). Corporate Social Responsibility 

in the Era of the COVID-19 Pandemic on the Example of Companies from Poland, 

Belgium, and Ukraine. European Research Studies Journal, 24(3B), 547–562. 

https://doi.org/10.35808/ersj/2481 

Karako, K., Song, P., Chen, Y., & Tang, W. (2020). Shifting workstyle to teleworking as a new 

normal in face of COVID-19: Analysis with the model introducing intercity movement 

and behavioral pattern. Annals of Translational Medicine, 8(17), 1056. 

https://doi.org/10.21037/atm-20-5334 

Kaushal, R. (2021). COVID-19 and Remote Work: Experiences of Workers in New Zealand 

[Master Thesis, Auckland University of Technology]. http://hdl.handle.net/10292/14210 

Kautonen, T., Hytti, U., Bögenhold, D., & Heinonen, J. (2012). Job satisfaction and retirement 

age intentions in Finland. International Journal of Manpower, 33, 424–440. 

https://doi.org/10.1108/01437721211243778 



 

   

 

143 

Kazekami, S. (2020). Mechanisms to improve labor productivity by performing telework. 

Telecommunications Policy, 44(2), 101868. https://doi.org/10.1016/j.telpol.2019.101868 

Kearney, T., Walsh, G., Barnett, W., Gong, T., Schwabe, M., & Ifie, K. (2017). Emotional 

intelligence in front-line/back-office employee relationships. Journal of Services 

Marketing, 31(2), 185–199. https://doi.org/10.1108/JSM-09-2016-0339 

Kolk, A. (2016). The social responsibility of international business: From ethics and the 

environment to CSR and sustainable development. Journal of World Business, 51, 23–34. 

https://doi.org/10.1016/j.jwb.2015.08.010 

Koo, J. E., & Ki, E. S. (2020). Corporate Social Responsibility and Employee Safety: Evidence 

from Korea. Sustainability, 12(7), Article 7. https://doi.org/10.3390/su12072649 

Kuhn, E., Müller, S., Teusch, C., Tanner, G., Schümann, M., Baur, C., Bamberg, E., Heidbrink, 

L., McLennan, S., & Buyx, A. (2021). Interfaces of occupational health management and 

corporate social responsibility: A multi-centre qualitative study from Germany. BMC 

Public Health, 21(1), 1042. https://doi.org/10.1186/s12889-021-11016-z 

Kunda, M. M., Ataman, G., & Kartaltepe Behram, N. (2019). Corporate social responsibility and 

organizational citizenship behavior: The mediating role of job satisfaction. Journal of 

Global Responsibility, 10(1), 47–68. https://doi.org/10.1108/JGR-06-2018-0018 

Kwok, E. Y. L., Pozniak, K., Cunningham, B. J., & Rosenbaum, P. (2022). Factors influencing 

the success of telepractice during the COVID‐19 pandemic and preferences for post‐

pandemic services: An interview study with clinicians and parents. International Journal 

of Language & Communication Disorders, 10.1111/1460-6984.12760. 

https://doi.org/10.1111/1460-6984.12760 



 

   

 

144 

Latapí Agudelo, M. A., Jóhannsdóttir, L., & Davídsdóttir, B. (2019). A literature review of the 

history and evolution of corporate social responsibility. International Journal of 

Corporate Social Responsibility, 4(1), 1. https://doi.org/10.1186/s40991-018-0039-y 

Lee, M.-D. P. (2008). A review of the theories of corporate social responsibility: Its evolutionary 

path and the road ahead. International Journal of Management Reviews, 10(1), 53–73. 

https://doi.org/10.1111/j.1468-2370.2007.00226.x 

Loor-Zambrano, H. Y., Santos-Roldán, L., & Palacios-Florencio, B. (2020). Corporate social 

responsibility, facets of employee job satisfaction and commitment: The case in Ecuador. 

The TQM Journal, 33(2), 521–543. https://doi.org/10.1108/TQM-01-2020-0011 

Low, M. P. (2016). Corporate Social Responsibility and the Evolution of Internal Corporate 

Social Responsibility in 21st Century. Asian Journal of Social Sciences and Management 

Studies, 3(1), 56–74. https://doi.org/10.20448/journal.500/2016.3.1/500.1.56.74 

Lu, X., Zhu, W., & Tsai, F.-S. (2019). Social Responsibility toward the Employees and Career 

Development Sustainability during Manufacturing Transformation in China. 

Sustainability, 11(17), Article 17. https://doi.org/10.3390/su11174778 

Ma, J. (2021). Telework Triggered by Epidemic: Effective Communication Improvement of 

Telecommuting in Workgroups during COVID-19. American Journal of Industrial and 

Business Management, 11(2), Article 2. https://doi.org/10.4236/ajibm.2021.112013 

Macassa, G., Cruz Francisco, J. da, & McGrath, C. (2017). Corporate Social Responsibility and 

Population Health. Health Science Journal, 11(5). https://doi.org/10.21767/1791-

809X.1000528 

Macassa, G., McGrath, C., Tomaselli, G., & Buttigieg, S. C. (2021). Corporate social 

responsibility and internal stakeholders’ health and well-being in Europe: A systematic 



 

   

 

145 

descriptive review. Health Promotion International, 36(3), 866–883. 

https://doi.org/10.1093/heapro/daaa071 

Maghlaperidze, E., Kharadze, N., & Kuspliak, H. (2021). Development of 4emote jobs as a 

factor to increase labor efficiency. Journal of Eastern European and Central Asian 

Research (JEECAR), 8(3), 337–348. https://doi.org/10.15549/jeecar.v8i3.669 

Mahyuni, L. P. (2016). Corporate Social Responsibility of Hotels in Bali – Indonesia: Practices, 

Drivers and Barriers [Doctoral dissertation, Curtin University]. 

http://hdl.handle.net/20.500.11937/2333 

Maruyama, T., Hopkinson, P. G., & James, P. W. (2009). A multivariate analysis of work-life 

balance outcomes from a large-scale telework programme. New Technology, Work, and 

Employment, 24(1), 76–88. https://doi.org/10.1111/j.1468-005X.2008.00219.x 

Mateyka, P. J., Rapino, M., & Landivar, L. C. (2012). Home-based workers in the United States: 

2010. (No. P70-132). Suitland: US Department of Commerce, Economics and Statistics 

Administration, US Census Bureau. 

https://www.census.gov/library/publications/2012/demo/p70-132.html 

Mayer, B., & Boston, M. (2022). Residential built environment and working from home: A New 

Zealand perspective during COVID-19. Cities (London, England), 129, 103844. 

https://doi.org/10.1016/j.cities.2022.103844 

Mayo, M., Gomez-Mejia, L., Firfiray, S., Berrone, P., & Villena, V. H. (2016). Leader beliefs 

and CSR for employees: The case of telework provision. Leadership & Organization 

Development Journal, 37(5), 609–634. https://doi.org/10.1108/LODJ-09-2014-0177 

Mazur-Wierzbicka, E. (2015). Implementing the work-life balance as a CSR tool in Polish 

companies. Research Papers of The Wroclaw University Of Economics/Prace Naukowe 



 

   

 

146 

Uniwersytetu Ekonomicznego We Wroclawiu, (387). https://doi.org/DOI: 

10.15611/pn.2015.387.09 

Mccrudden, M., Marchand, G., & Schutz, P. (2019). Mixed methods in educational psychology 

inquiry. Contemporary Educational Psychology, 57. 

https://doi.org/10.1016/j.cedpsych.2019.01.008 

Messenger, J. C. (2019). Introduction: Telework in the 21st century – an evolutionary 

perspective. In Telework in the 21st Century (pp. 1–34). Edward Elgar Publishing. 

https://doi.org/10.4337/9781789903751.00005 

Metwally, A. B. M., Diab, A., & Mohamed, M. K. (2022). Telework operationalization through 

internal CSR, governmentality and accountability during the Covid-19: Evidence from a 

developing country. International Journal of Organizational Analysis, 30(6), 1441–1464. 

https://doi.org/10.1108/IJOA-11-2020-2500 

Mielck, V. (2021). Telework at future workplaces: COVID-19 enforced telework shaping young 

adults’ perception of telework [Master Thesis, Hanken School of Economics]. 

https://helda.helsinki.fi/dhanken/bitstream/handle/10227/408101/Mielck_Veronika.pdf?s

equence=1&isAllowed=y 

Milasi, S., González-Vázquez, I., & Fernández-Macías, E. (2021). Telework before the COVID-

19 pandemic: Trends and drivers of differences across the EU. OECD Productivity 

Working Papers, 2021. https://doi.org/10.1787/24139424 

Moratis, L. (2016). Out of the ordinary? Appraising ISO 26000 ’ s CSR definition. International 

Journal of Law and Management, 58(1), 26–47. https://doi.org/10.1108/IJLMA-12-2014-

0064 



 

   

 

147 

Moravcikova, K., Stefanikova, Ľ., & Rypakova, M. (2015). CSR Reporting as an Important Tool 

of CSR Communication. Procedia Economics and Finance, 26, 332–338. 

https://doi.org/10.1016/S2212-5671(15)00861-8 

Mutiganda, J. C., Wiitavaara, B., Heiden, M., Svensson, S., Fagerström, A., Bergström, G., & 

Aboagye, E. (2022). A systematic review of the research on telework and organizational 

economic performance indicators. Frontiers in Psychology, 13, 1035310. 

https://doi.org/10.3389/fpsyg.2022.1035310 

Nayal, P., Pandey, N., & Paul, J. (2022). Covid‐19 pandemic and consumer‐employee‐

organization wellbeing: A dynamic capability theory approach. The Journal of Consumer 

Affairs, 56(1), 359–390. https://doi.org/10.1111/joca.12399 

Newenham-Kahindi, A. (2011). Human resource strategies for managing back-office employees 

in subsidiary operations: The case of two investment multinational banks in Tanzania. 

Journal of World Business, 46(1), 13–21. https://doi.org/10.1016/j.jwb.2010.05.013 

Ngamkroeckjoti, C., Klonthong, W., & Thavorn, J. (2022). Motivational Factors Influencing 

Telework during the COVID-19 Pandemic. Emerging Science Journal, 6, 229–246. 

https://doi.org/10.28991/esj-2022-SPER-016 

Nguyen, M. H. (2021). Factors influencing home-based telework in Hanoi (Vietnam) during and 

after the COVID-19 era. Transportation, 48(6), 3207–3238. 

https://doi.org/10.1007/s11116-021-10169-5 

Ning, X., Gregg, D., & Khuntia, J. (2021). Teleworking during COVID 19 Pandemic Crisis: 

Influences of Female Leadership on Business Continuity and Employee Layoff in Eight 

Countries. GlobDev 2021, 12. https://aisel.aisnet.org/globdev2021/12 



 

   

 

148 

Niu, Q., Nagata, T., Fukutani, N., Tezuka, M., Shimoura, K., Nagai-Tanima, M., & Aoyama, T. 

(2021). Health effects of immediate telework introduction during the COVID-19 era in 

Japan: A cross-sectional study. PLOS ONE, 16(10), e0256530. 

https://doi.org/10.1371/journal.pone.0256530 

Núñez-Sánchez, J. M., Gómez-Chacón, R., Jambrino-Maldonado, C., & García-Fernández, J. 

(2021). Corporate Well-Being Programme in COVID-19 Times. The Mahou San Miguel 

Case Study. Sustainability, 13(11), 6189. https://doi.org/10.3390/su13116189 

Oakman, J., Kinsman, N., Stuckey, R., Graham, M., & Weale, V. (2020). A rapid review of 

mental and physical health effects of working at home: How do we optimise health? 

BMC Public Health, 20(1), 1825. https://doi.org/10.1186/s12889-020-09875-z 

Obeidat, D. B. Y., Altheeb, S., & Masa’deh, R. (2018). The Impact of Internal Corporate Social 

Responsibility on Job Satisfaction in Jordanian Pharmaceutical Companies. Modern 

Applied Science, 12(11), 105–105. 

O’Brien, S. A. (2022,). Apple employees demand more flexibility from company as three-day 

office return looms | CNN Business. CNN. https://www.cnn.com/2022/04/29/tech/apple-

together-return-to-office-pushback/index.html 

O’Kane, P., Walton, S., & Ruwhiu, D. (2020). Remote working during COVID19: New Zealand 

national survey. Initial report. Work Futures Otago group, Department of Management, 

University of Otago. 

Onkila, T., & Sarna, B. (2022). A systematic literature review on employee relations with CSR: 

State of art and future research agenda. Corporate Social Responsibility and 

Environmental Management, 29(2), 435–447. https://doi.org/10.1002/csr.2210 



 

   

 

149 

Onwuegbuzie, A. J., Johnson, R. B., & Collins, K. M. (2009). Call for mixed analysis: A 

philosophical framework for combining qualitative and quantitative approaches. 

International Journal of Multiple Research Approaches, 3(2), 114–139. 

https://doi.org/10.5172/mra.3.2.114 

O’Reilly, M., & Parker, N. (2013). ‘Unsatisfactory Saturation’: A critical exploration of the 

notion of saturated sample sizes in qualitative research. Qualitative Research, 13(2), 190–

197. https://doi.org/10.1177/1468794112446106 

Otsuka, S., Ishimaru, T., Nagata, M., Tateishi, S., Eguchi, H., Tsuji, M., Ogami, A., Matsuda, S., 

& Fujino, Y. (2021). A Cross-Sectional Study of the Mismatch Between Telecommuting 

Preference and Frequency Associated With Psychological Distress Among Japanese 

Workers in the COVID-19 Pandemic. Journal of Occupational and Environmental 

Medicine, 63(9), e636. https://doi.org/10.1097/JOM.0000000000002318 

Pabilonia, S. W., & Vernon, V. (2021). Telework and Time Use. Institute of Labor Economics 

(IZA). https://www.econstor.eu/bitstream/10419/250488/1/dp14827.pdf 

Pan, A., & Shaheen, S. (2022). Future of Work: Scenario Planning for COVID-19 Recovery 

(Telemobility-TR-2022-1, Performing Organization Report No. Telemobility-2022-1). 

Institute of Transportation Studies, Berkeley. https://doi.org/10.7922/G2PV6HPK 

Park, Y. S., Konge, L., & Artino, A. R. (2020). The Positivism Paradigm of Research: Academic 

Medicine, 95(5), 690–694. https://doi.org/10.1097/ACM.0000000000003093 

Parker, L. D. (2020). The COVID-19 office in transition: Cost, efficiency and the social 

responsibility business case. Accounting, Auditing & Accountability Journal, 33(8), 

1943–1967. https://doi.org/10.1108/AAAJ-06-2020-4609 



 

   

 

150 

Parker, L., & Narayanan, V. (2022). Readdressing accountability for occupational health and 

safety in a pandemic era. Meditari Accountancy Research, 31(1), 78–100. 

https://doi.org/10.1108/MEDAR-06-2021-1350 

Qualtrics XM. (n.d.). What is a survey? (Benefits, tips, best practices & free survey tools). 

Qualtrics XM. Retrieved April 12, 2023, from https://www.qualtrics.com/au/experience-

management/research/ 

Rahi, S. (2017). Research Design and Methods: A Systematic Review of Research Paradigms, 

Sampling Issues and Instruments Development. International Journal of Economics & 

Management Sciences, 06(02). https://doi.org/10.4172/2162-6359.1000403 

Rahman, M. S. (2016). The Advantages and Disadvantages of Using Qualitative and 

Quantitative Approaches and Methods in Language “Testing and Assessment” Research: 

A Literature Review. Journal of Education and Learning, 6(1), 102. 

https://doi.org/10.5539/jel.v6n1p102 

Raskind, I. G., Shelton, R. C., Comeau, D. L., Cooper, H. L. F., Griffith, D. M., & Kegler, M. C. 

(2019). A Review of Qualitative Data Analysis Practices in Health Education and Health 

Behavior Research. Health Education & Behavior, 46(1), 32–39. 

https://doi.org/10.1177/1090198118795019 

Restrepo, B. J., & Zeballos, E. (2020). The effect of working from home on major time 

allocations with a focus on food-related activities. Review of Economics of the 

Household, 18(4), 1165–1187. https://doi.org/10.1007/s11150-020-09497-9 

Rindfleisch, A., Malter, A., Ganesan, S., & Moorman, C. (2008). Cross-Sectional Versus 

Longitudinal Survey Research: Concepts, Findings, and Guidelines. Journal of Marketing 

Research, 45, 261–279. https://doi.org/10.1509/jmkr.45.3.261 



 

   

 

151 

Roberts, L. D., & Allen, P. J. (2015). Exploring ethical issues associated with using online 

surveys in educational research. Educational Research and Evaluation, 21(2), 95–108. 

https://doi.org/10.1080/13803611.2015.1024421 

Robinson, B. (2022, ). Remote work is here to stay and will increase into 2023, experts say. 

https://www.forbes.com/sites/bryanrobinson/2022/02/01/remote-work-is-here-to-stay-

and-will-increase-into-2023-experts-say/?sh=6eb00a120a6c 

Rodríguez-Nogueira, Ó., Leirós-Rodríguez, R., Benítez-Andrades, J. A., Álvarez-Álvarez, M. J., 

Marqués-Sánchez, P., & Pinto-Carral, A. (2020). Musculoskeletal pain and teleworking 

in times of the COVID-19: Analysis of the impact on the workers at two Spanish 

Universities. International Journal of Environmental Research and Public Health, 18(1), 

31. https://doi.org/10.3390/ijerph18010031 

Rodríguez-Sánchez, J.-L., González-Torres, T., Montero-Navarro, A., & Gallego-Losada, R. 

(2020). Investing Time and Resources for Work–Life Balance: The Effect on Talent 

Retention. International Journal of Environmental Research and Public Health, 17(6), 

1920. https://doi.org/10.3390/ijerph17061920 

Rogers, K. (2022). The effects of remote work on organizational culture: Examining the effects 

of external social support to mitigate social isolation within organizations [Master’s 

Thesis, University of Tennessee]. https://trace.tennessee.edu/utk_gradthes/6473 

Ross, P. T., & Bibler Zaidi, N. L. (2019). Limited by our limitations. Perspectives on Medical 

Education, 8(4), 261–264. https://doi.org/10.1007/s40037-019-00530-x 

Samy, M., & Robertson, F. (2017). From positivism to social constructivism: An emerging trend 

for CSR researchers. In D. Crowther & L. Lauesen, Handbook of Research Methods in 



 

   

 

152 

Corporate Social Responsibility (pp. 437–462). Edward Elgar Publishing. 

https://doi.org/10.4337/9781784710927.00036 

Santana, M., Morales-Sánchez, R., & Pasamar, S. (2020). Mapping the Link between Corporate 

Social Responsibility (CSR) and Human Resource Management (HRM): How Is This 

Relationship Measured? Sustainability, 12(4), Article 4. 

https://doi.org/10.3390/su12041678 

Sarbu, M. (2018). The role of telecommuting for work-family conflict among German 

employees. Research in Transportation Economics, 70, 37–51. 

https://doi.org/10.1016/j.retrec.2018.07.009 

Sarnosky, K., Benden, M., Sansom, G., Cizmas, L., & Regan, A. K. (2022). Impact of workplace 

displacement during a natural disaster on computer performance metrics: A 2-year 

interrupted time series analysis. Work (Reading, Mass.), 71(2), 465–470. 

https://doi.org/10.3233/WOR-210707 

Sarsak, H. I. (2022). Working from home: Self-assessment computer workstation set-up. World 

Federation of Occupational Therapists Bulletin, 78(1), 59–66. 

https://doi.org/10.1080/14473828.2020.1852764 

Schall, M. A. (2019). The Relationship Between Remote Work and Job Satisfaction: The 

Mediating Roles of Perceived Autonomy, Work-Family Conflict, and Telecommuting 

Intensity [Master of Science, San Jose State University]. 

https://doi.org/10.31979/etd.2x82-58pg 

Schall, M. C., & Chen, P. (2022). Evidence-Based Strategies for Improving Occupational Safety 

and Health Among Teleworkers During and After the Coronavirus Pandemic. Human 

Factors, 64(8), 1404–1411. https://doi.org/10.1177/0018720820984583 



 

   

 

153 

Schoonenboom, J., & Johnson, R. B. (2021). The Case Comparison Table. In A. J. Onwuegbuzie 

& R. B. Johnson, The Routledge Reviewer’s Guide to Mixed Methods Analysis (1st ed., 

pp. 277–288). Routledge. https://doi.org/10.4324/9780203729434-24 

Shao, R., He, L., Chang, C.-H., Wang, M., Baker, N., Pan, J., & Jin, Y. (2021). Employees’ 

reactions toward COVID-19 information exposure: Insights from terror management 

theory and generativity theory. Journal of Applied Psychology, 106(11), 1601–1614. 

https://doi.org/10.1037/apl0000983 

Shieh, A. (2019). Australian telework places: A socio-behavioural exploration of home-based 

teleworkers [Doctoral dissertation, UNSW Sydney]. http://hdl.handle.net/1959.4/64894 

Siddiqi, D. M. A. M., Dr. Musarrat Shamshir, S. N., Siddiqi, D. M. A. M., & Dr. Musarrat 

Shamshir, S. N. (2021). The Relationship between Human Resource Management and 

Corporate Social Responsibility: A Critical Review. Journal of Southwest Jiaotong 

University, 56(2), Article 2. http://www.jsju.org/index.php/journal/article/view/842 

Siltaloppi, J., Rajala, R., & Hietala, H. (2021). Integrating CSR with Business Strategy: A 

Tension Management Perspective. Journal of Business Ethics, 174(3), 507–527. 

https://doi.org/10.1007/s10551-020-04569-3 

Smite, D., Moe, N. B., Hildrum, J., Gonzalez-Huerta, J., & Mendez, D. (2023). Work-from-

home is here to stay: Call for flexibility in post-pandemic work policies. Journal of 

Systems and Software, 195, 111552. https://doi.org/10.1016/j.jss.2022.111552 

Statistics New Zealand. (2014). Flexibility and security in employment: Findings from the 2012 

Survey of Working Life. https://apo.org.au/sites/default/files/resource-files/2014-03/apo-

nid39099.pdf 



 

   

 

154 

Statistics New Zealand. (2019). Labour market statistics: March 2019 quarter. 

https://www.stats.govt.nz/information-releases/labour-market-statistics-march-2019-

quarter 

Stoian, C.-A., Caraiani, C., Anica-Popa, I. F., Dascălu, C., & Lungu, C. I. (2022). Telework 

Systematic Model Design for the Future of Work. Sustainability, 14(12), 7146. 

https://doi.org/10.3390/su14127146 

Stoicov, I., & Țîru, L. (2021). Telework and its main determinants. A review of literature. 

Bulletin of the Transilvania University of Braşov Series VII Social Sciences • Law, 

14(63)(2), 337–344. https://doi.org/10.31926/but.ssl.2021.14.63.2.16 

Story, J., Castanheira, F., & Hartig, S. (2016). Corporate social responsibility and organizational 

attractiveness: Implications for talent management. Social Responsibility Journal, 12, 

484–505. https://doi.org/10.1108/SRJ-07-2015-0095 

Stratton, S. J. (2021). Population Research: Convenience Sampling Strategies. Prehospital and 

Disaster Medicine, 36(4), 373–374. https://doi.org/10.1017/S1049023X21000649 

Sudirman, F. A., & Upe, A. (2021). Corporate Social Responsibility (CSR) Contribution to 

Achieve Sustainable Development Goals (SDGs) in Southeast Sulawesi. 11th Annual 

International Conference on Industrial Engineering and Operations Management 

Singapore, 7–11. 

Taborosi, S., Maljugić, B., & Kovačević, A. (2021). Ecological Impact of Telework. XI 

International Conference Industrial Engineering and Environmental Protection 2021, 

270–273. 



 

   

 

155 

Taherdoost, H. (2019). What Is the Best Response Scale for Survey and Questionnaire Design; 

Review of Different Lengths of Rating Scale / Attitude Scale / Likert Scale. International 

Journal of Academic Research in Management, 8(1), 1–10. 

Tavakol, M., & Dennick, R. (2011). Making sense of Cronbach’s alpha. International Journal of 

Medical Education, 2, 53–55. https://doi.org/10.5116/ijme.4dfb.8dfd 

Tavares, A. I. (2017). Telework and health effects review. International Journal of Healthcare, 

3(2), 30–36. https://doi.org/10.5430/ijh.v3n2p30 

Thiblin, E., Woodford, J., Öhman, M., & von Essen, L. (2022). The effect of personalised versus 

non-personalised study invitations on recruitment within the ENGAGE feasibility trial: 

An embedded randomised controlled recruitment trial. BMC Medical Research 

Methodology, 22(1), 65. https://doi.org/10.1186/s12874-022-01553-5 

Thompson, R. J., Payne, S. C., Alexander, A. L., Gaskins, V. A., & Henning, J. B. (2022). A 

Taxonomy of Employee Motives for Telework. Occupational Health Science, 6(2), 149–

178. https://doi.org/10.1007/s41542-021-00094-5 

Tokarchuk, O., Gabriele, R., & Neglia, G. (2021). Teleworking during the Covid-19 Crisis in 

Italy: Evidence and Tentative Interpretations. Sustainability, 13(4), Article 4. 

https://doi.org/10.3390/su13042147 

Tudu, B., & Singh, S. (2022). Conceptualizing the moderating effects between work from home 

and individual performance – Developing a conceptual framework using the self-

determination theory. Current Psychology. https://doi.org/10.1007/s12144-022-03950-x 

Uzun, S. (2021). Telework and its Effect on Office Real Estate: A Study on Telework, its Future, 

and How Telework can Affect the Market for Office Space. [Master of Science thesis, 

Royal Institute of Technology]. http://urn.kb.se/resolve?urn=urn:nbn:se:kth:diva-298388 



 

   

 

156 

Vega, R. P., Anderson, A. J., & Kaplan, S. A. (2015). A Within-Person Examination of the 

Effects of Telework. Journal of Business and Psychology, 30(2), 313–323. 

https://doi.org/10.1007/s10869-014-9359-4 

Voegtlin, C., & Greenwood, M. (2016). Corporate social responsibility and human resource 

management: A systematic review and conceptual analysis. Human Resource 

Management Review, 26(3), 181–197. https://doi.org/10.1016/j.hrmr.2015.12.003 

Vyas, L. (2022). “New normal” at work in a post-COVID world: Work–life balance and labor 

markets. Policy and Society, 41(1), 155–167. https://doi.org/10.1093/polsoc/puab011 

Wampole, A. (2022). An Answer to the Corporate COVID-19 Crisis: Examining Pandemic-

Related Internal and External Corporate Social Responsibility and Its Impact on Worker 

Motivation Through Differential Mediation Pathways [Doctoral dissertation, University 

of Hawai’i at Manoa]. https://www.proquest.com/dissertations-theses/answer-corporate-

covid-19-crisis-examining/docview/2726969741/se-2 

Wibowo, S., Deng, H., & Duan, S. (2022). Understanding Digital Work and its Use in 

Organizations from a Literature Review. Pacific Asia Journal of the Association for 

Information Systems, 14(3), 24. https://doi.org/10.17705/1pais.14302 

Widar, L., Heiden, M., Boman, E., & Wiitavaara, B. (2022). How Is Telework Experienced in 

Academia? Sustainability, 14(10), Article 10. https://doi.org/10.3390/su14105745 

Williams, C. (2007). Research Methods. Journal of Business & Economics Research (JBER), 

5(3), Article 3. https://doi.org/10.19030/jber.v5i3.2532 

Williams, K. (2021). The Relationship between Social Isolation, Telecommuting Intensity Levels, 

Autonomy, and Job Satisfaction during the Covid-19 Pandemic. [The Degree of Doctor 



 

   

 

157 

of Philosophy, The University of Southern Mississippi]. 

https://aquila.usm.edu/dissertations/1958 

Wöhner, F. (2022). Work flexibly, travel less? The impact of telework and flextime on mobility 

behavior in Switzerland. Journal of Transport Geography, 102, 103390. 

https://doi.org/10.1016/j.jtrangeo.2022.103390 

Wöhrmann, A. M., & Ebner, C. (2021). Understanding the bright side and the dark side of 

telework: An empirical analysis of working conditions and psychosomatic health 

complaints. New Technology, Work and Employment, 36(3), 348–370. 

https://doi.org/10.1111/ntwe.12208 

World Health Organization & International Labour Organization. (2021). Healthy and safe 

telework: Technical brief. https://www.who.int/publications/i/item/9789240040977 

Xiao, Y., Becerik-Gerber, B., Lucas, G., & Roll, S. C. (2021). Impacts of Working From Home 

During COVID-19 Pandemic on Physical and Mental Well-Being of Office Workstation 

Users. Journal of Occupational and Environmental Medicine, 63(3), 181–190. 

https://doi.org/10.1097/JOM.0000000000002097 

Yang, L., Holtz, D., Jaffe, S., Suri, S., Sinha, S., Weston, J., Joyce, C., Shah, N., Sherman, K., 

Hecht, B., & Teevan, J. (2022). The effects of remote work on collaboration among 

information workers. Nature Human Behaviour, 6(1), Article 1. 

https://doi.org/10.1038/s41562-021-01196-4 

Zalat, M., & Bolbol, S. (2022). Telework benefits and associated health problems during the long 

COVID-19 era. Work, 71(2), 371–378. https://doi.org/10.3233/WOR-210691 

Zappalà, S., Toscano, F., & Topa, G. (2021). The Implementation of a Remote Work Program in 

an Italian Municipality before COVID-19: Suggestions to HR Officers for the Post-



 

   

 

158 

COVID-19 Era. European Journal of Investigation in Health, Psychology and Education, 

11(3), 866–877. https://doi.org/10.3390/ejihpe11030064 

Zhang, M., Pawar, K. S., & Bhardwaj, S. (2017). Improving supply chain social responsibility 

through supplier development. Production Planning & Control, 28(6–8), 500–511. 

https://doi.org/10.1080/09537287.2017.1309717 

Zürcher, A., Galliker, S., Jacobshagen, N., Lüscher Mathieu, P., Eller, A., & Elfering, A. (2021). 

Increased Working From Home in Vocational Counseling Psychologists During COVID-

19: Associated Change in Productivity and Job Satisfaction. Frontiers in Psychology, 12. 

https://www.frontiersin.org/articles/10.3389/fpsyg.2021.750127 

 

 

  



 

   

 

159 

Appendices 

Appendix A: Ethics Approval 

 

  



 

   

 

160 

Appendix B: Questionnaire and Interview Questions 

Demographic questions 
1) What is your position role? 

a) Worker/Subordinary 
b) Manager/Supervisor 

2) What is your organisation’s size? 
a) Micro-sized (1 to 9 employees) 
b) Small-sized (10-49 employees) 
c)  Medium-sized (50-249 employees) 
d) Large-sized (250 and over) 

3) Your age group 
a) 18-27 
b) 28-37 
c)  38-47 
d) 48-57 
e) 58-65 
f) 65+ years of age 

4) Your gender 
a) Male 
b) Female 
c) Prefer not to answer. 

 

I. Is there a demand for telework among New Zealand’s back-office personnel after the 

COVID-19 pandemic, and what are the drivers for this need? (Multiple-choice) 

1. Was telework available in your organisation prior to the COVID-19 pandemic? 

a) Yes 

b) No 

2. Is telework available in your organisation now? 

a) Yes 

b) No 

3. On average, how many days a week are you teleworking prior to COVID-19? 
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a) Not teleworking 

b) 1-2 

c) 3-4 

d) Full time 

4. How many days a week do you prefer to telework? 

a) Don’t want 

b) 1-2 days 

c) 3-4 days 

d) Full time 

5. On average, how many days a week are you teleworking now? 

a) Not teleworking 

b) 1-2 days 

c) 3-4 days 

d) Full time 

6. Do you enjoy teleworking now? 

a) Do not like to telework 

b) Do not feel difference 

c) Enjoy 

7. What positive telework features match your attitudes? 

a) Better work-life balance 
b) Better job satisfaction 
c) Better work flexibility 
d) Less commuting 
e) Higher productivity 
f) Less carbon footprint 
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g) More autonomy 
h) Your own feature/s (split by a comma if several) ____________ 

8. What negative telework features match your attitudes? 

a) Lack of social interaction 
b) Distractions at home 
c) Loss of work-life balance 
d) Increased need for meetings 
e) Cybersecurity concerns 
f) Difficulty in staying motivated 
g) Your own feature/s (split by a comma if several) ____________ 

 

II. What are the New Zealand back-office personnel attitudes toward telework as an 

internal CSR practice during COVID-19 and in the future? (Likert Scale) 

1. My organisation was prepared for the shift from office-based work to telework at 
COVID-19 pandemic. 

Strongly disagree Disagree Neither agree nor 
disagree 

Agree Strongly agree 

 

2. Telework was effective in my organisation during the COVID-19 pandemic. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

3. I believe that providing telework during the COVID-19 pandemic helped my 
organisation to maintain health and safety security of employees. 

Strongly disagree Disagree Neither agree nor 
disagree 

Agree Strongly agree 
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4. I believe that by providing telework, my organisation positively affects the work-
family relationships of employees. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

5. I believe that by providing telework, my organisation positively affects the work-
life balance of employees. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

6. I believe that by providing telework, my organisation increases the job satisfaction 
of employees. 

Strongly disagree Disagree Neither agree 
nor disagree 

Agree Strongly agree 

7. I believe that telework is important for health and safety in normal times. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

8. I believe that providing telework help my organisation to provide a more flexible 
teleworking arrangement. 

Strongly disagree Disagree Neither agree nor 
disagree 

Agree Strongly agree 

9. I believe that providing telework help my organisation to provide a more favourable 
working environment. 



 

   

 

164 

Strongly disagree Disagree Neither agree nor 
disagree 

Agree Strongly agree 

 

III. What attitudes do New Zealand back-office personnel possess due to the impact of 
telework on their work-life balance and job satisfaction? (Likert Scale) 

1. I feel more satisfied with my job when I’m working from home. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

2. I feel that I have more time for my private life when working from home. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

3. I feel that my private life and work end up in the conflict when working from home. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

4. I feel isolated when working from home. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

5. I feel that working from home allows me to create a more flexible working 
arrangement. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 
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6. I feel that working from home gives me an opportunity to spend less time every day 
getting ready for work. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

7. I feel that working from home gives me an opportunity to spend more time with 
family and/or pets. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

8. I feel less stressed when I am working from home. 

Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly agree 

 

9. The COVID-19 pandemic has contributed to my view on working from home 
becoming more positive. 

Strongly disagree Disagree Neither agree nor 
disagree 

Agree Strongly agree 

 

10. Collaboration with my colleagues becomes increasingly difficult when working 
from home. 

Strongly disagree Disagree Neither agree nor 
disagree 

Agree Strongly agree 
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11. The technical and digital tools that I have are enough to enable me to work from 
home without hindrance. 

Strongly disagree Disagree Neither agree nor 
disagree 

Agree Strongly agree 

 
 
 
 
 
Interview questions 
 

1. Describe your timeline of telecommuting. Have you used it before, during, and 
after the COVID-19 pandemic ? 

2. What was your initial attitude toward telework, and how did the COVID-19 
pandemic influence it? 

3. What are the main benefits in your experience with telework? 
4. Describe any challenges you have experienced with telework. 
5. Describe what challenges your team experienced with telework. 
6. Can you discuss or elaborate on the effect of telework on work-life balance? 
7. Can you discuss or elaborate on the effect of telework on job satisfaction? 
8. Do you think that organisation that provide telework may be more attractive for 

employees and why? 
9. If you had the option to choose to work from the traditional office or telework, 

what would you select? Please explain the reason for your answer. 

 


	Abstract
	Acknowledgement
	Table of Contents
	Chapter 1: Introduction
	1.1 Background
	1.2 The Rationale of this Research
	1.3 Research Interest
	1.4 Research Objectives and Questions
	1.5 Structure of the Research

	Chapter 2: Literature Review
	2.1 Introduction
	2.2 The Concept of Telework
	2.3 Evolution of Telework
	2.4 Telework in New Zealand Before and During the COVID-19 Pandemic
	2.5 Benefits and Challenges of Telework
	2.5.1 Job Satisfaction
	2.5.2 Work-life Balance
	2.5.2.1 Telework and Commuting
	2.5.2.2 Job Flexibility
	2.5.2.3 Telework and Work-life Boundaries
	2.5.3 Productivity
	2.5.4 Employee Autonomy
	2.5.5 Duration and Extent of Telework
	2.5.6 Social Isolation
	2.5.7 OHS and Well-being

	2.6 Telework and CSR
	2.7 Concept of CSR
	2.8 Internal CSR
	2.8.1 Relationship Between CSR and Human Resource Management
	2.8.2 OHS
	2.8.3 Job Satisfaction
	2.8.4 Work-life Balance

	2.9 The Potential Role of Internal CSR for Successful Telework
	2.10 Research Gaps

	Chapter 3: Research Method
	3.1 Introduction
	3.2 Research Design
	3.3 Research Paradigm
	3.4 Research Methodology
	3.5 Data Collections Tools
	3.6 Research Participants
	3.7 Recruitment and Data Collection
	3.8 Data Analysis
	3.9 Ethical Considerations
	3.10 Chapter Summary

	Chapter 4: Analysis and Findings
	4.1 Dataset Pre-processing
	4.2 Questionnaire Results
	4.2.1 Demographic Characteristics
	4.2.2 Telework Availability and Intensity Rate Before and After the COVID-19 Pandemic
	4.2.3 Attitudes and Desire to Telework
	4.2.4 Benefits and Challenges of Telework
	4.2.5 Summary of Findings Regarding Telework Demand and Its Drivers
	4.2.6 Telework Impact on Work-life Balance and Job Satisfaction
	4.2.7 Attitude to Telework as Internal CSR Extension
	4.2.8 Summary of the Questionnaire Findings

	4.3 Interviews Results
	4.3.1 Telework Experience
	4.3.2 Attitudes Towards Telework
	4.3.3 Benefits of Telework
	4.3.4 Challenges of Telework
	4.3.5 Effect of Telework on Work-Life Balance
	4.3.6 Effect of Telework on Job Satisfaction
	4.3.7 Organisational Attractiveness
	4.3.8 Preference for Traditional Office or Telework

	4.4 Summary

	Chapter 5: Discussion, Recommendations, and Conclusions
	5.1 Introduction
	5.2 Demand and Drivers for Telework among New Zealand Back-office Personnel
	5.3 Impact of Telework on Work-life Balance and Job Satisfaction
	5.3.1 Impact on Work-Life Balance
	5.3.2 Impact on Job Satisfaction

	5.4 Telework as an Internal CSR Extension
	5.5 Recommendations for Managers
	5.6 Contribution
	5.7 Limitations and Future Research Opportunities
	5.8 Conclusion

	References
	Appendices
	Appendix A: Ethics Approval
	Appendix B: Questionnaire and Interview Questions


