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Abstract    

                                                                   

Teleworking has become a key working model since the COVID-19 pandemic, generating significant 

transformations in organizations. The objective of this study is to analyze the organizational impacts of 

the forced implementation of teleworking from a systemic perspective. A qualitative, non-experimental, 

cross-sectional study was conducted based on semi-structured interviews with ten organizational actors 

who performed activities under the teleworking modality. The information was analyzed using ATLAS.ti 

9 software, which allowed for the identification of emerging categories related to organizational 

structure, communication and coordination mechanisms, adaptive capacity, and the value chain. The 

results show that teleworking acted as a systemic disruption that generated initial destabilization 

processes, followed by dynamics of adaptation, sociotechnical reorganization, and organizational 

learning. It is concluded that teleworking should be understood as a systemic transformation that has a 

comprehensive impact on organizational subsystems, beyond an operational or technological change. 

 
Changes in Organizations Resulting from the Implementation of Telework: A Systemic Approach 
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Analyze the organizational impacts resulting 

from the forced implementation of 

teleworking from a systemic perspective. 

 

  

  
  

  

  
  

  

  
  

  
  

   

Qualitative, non-experimental, cross-sectional 

research; semi-structured interviews (n=10); 

analysis using ATLAS.ti 9. 

 

Teleworking is conceptualized as a systemic 

transformation that simultaneously reconfigures 

structures, processes, coordination mechanisms, 
and the organizational value chain. 

 

 

 

Telework; Organizational change; Systemic approach 

 

Resumen                                                                        

 

El teletrabajo se consolidó como una modalidad laboral clave a partir de la pandemia por COVID-19, 

generando transformaciones significativas en las organizaciones. El objetivo del presente estudio es 

analizar los impactos organizacionales derivados de la implementación forzada del teletrabajo desde una 

perspectiva sistémica. Se desarrolló una investigación cualitativa, no experimental y de corte transversal, 

basada en entrevistas semiestructuradas aplicadas a diez actores organizacionales que desempeñaban 

actividades bajo la modalidad de teletrabajo. El análisis de la información se realizó mediante el software 

ATLAS.ti 9, lo que permitió identificar categorías emergentes relacionadas con la estructura 

organizacional, los mecanismos de comunicación y coordinación, la capacidad adaptativa y la cadena de 

valor. Los resultados evidencian que el teletrabajo actuó como una perturbación sistémica que generó 

procesos de desestabilización inicial, seguidos de dinámicas de adaptación, reorganización sociotécnica 

y aprendizaje organizacional. Se concluye que el teletrabajo debe comprenderse como una 

transformación sistémica que impacta de manera integral los subsistemas organizacionales, más allá de 

un cambio operativo o tecnológico. 

 
Cambios en las organizaciones como resultado de la implementación del teletrabajo: un enfoque sistémico 

    
  

  

  
  

  

  
  

  

  
  

  

  
  

  

  
  

  
  

  

  
  

  

  
  

  
  

  

  
  

  

  
  

  

  

Objetivos Metodología  Contribución 

      

Analizar los impactos organizativos 

derivados de la implementación forzosa del 

teletrabajo desde una perspectiva sistémica. 

 

Investigación cualitativa, no experimental y 

transversal; entrevistas semiestructuradas (n=10); 

análisis con ATLAS.ti 9. 

 

El teletrabajo se conceptualiza como una 

transformación sistémica que reconfigura 

simultáneamente las estructuras, los procesos, 
los mecanismos de coordinación y la cadena de 

valor organizativa. 
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Introduction 

 

From a systemic perspective, organisations can be understood as open and complex systems that 

constantly interact with their environment, adapting to technological, social and economic changes that 

affect their functioning. In this context, teleworking emerges as a systemic organisational transformation 

that reconfigures internal processes, structures and relationships. Although this phenomenon took on 

unprecedented relevance during the COVID-19 pandemic, when its implementation became a necessary 

condition for operational continuity (Hodder, 2020; Katsabian, 2020; Kodama, 2020), it had previously 

been addressed in the literature as an organisational strategy for dynamic and changing environments 

(Gentilin, 2020). 

 

The accelerated adoption of teleworking since the health emergency began has driven its 

expansion, particularly in transnational companies and knowledge-intensive organisations, forcing a 

rethinking of traditional work organisation schemes (Hodder, 2020; Belzunegui-Eraso & Erro-Garcés, 

2020; Katsabian, 2020; Kodama, 2020). From a systemic perspective, this modality represents not only 

an operational change, but also a structural disruption that affects organisational subsystems, demanding 

adjustments in the environment-worker relationship, coordination mechanisms and information flows 

(Ayyagari, Grover & Purvis, 2011). In this process, information and communication technologies (ICT) 

have become a central element in the integration and functioning of the organisational system, as they 

are used more intensively and dynamically to support remote working (Shirish, 2021). 

 

The constant advancement of ICT, as a catalyst for accelerated changes in organisational systems, 

has favoured greater flexibility in the place and form of work, an aspect that has been associated with 

improvements in the well-being and work adjustment of individuals (Hodder, 2020). However, from a 

systemic perspective, these effects cannot be analysed in isolation, as organisational performance 

depends on the interaction between the individual, group and organisational levels. In this regard, Bailey 

and Kurland (2002) warn of the need to consider the impacts of teleworking beyond the individual, 

emphasising the importance of analysing its effects on work groups and the organisation as a whole, as 

well as strengthening its articulation with existing organisational theories. 

 

Following this logic, this chapter aims to bridge the gap between empirical evidence and systems 

theories applied to organisational analysis, in order to understand teleworking as a process of systemic 

transformation. The main objective is to analyse the organisational impacts of the forced implementation 

of teleworking from a systemic perspective, based on empirical evidence obtained through a qualitative 

study. To this end, the chapter is structured as follows: first, the theoretical framework underlying the 

systemic approach to analysis is presented; then, the research method used is described; next, the results 

of the qualitative analysis are presented; and finally, the conclusions and reflections derived from the 

study are developed. 

 

Theoretical framework 

 

Telework 

 

Telework is not a recent phenomenon, but rather an organisational response to contexts of crisis and 

structural transformations in the environment. One of the most relevant precedents dates back to the 1973 

oil crisis, a period in which alternatives began to be explored to reduce operating costs and optimise the 

use of resources, particularly in terms of mobility and energy consumption. In this context, Nilles' 

contributions were fundamental to the conceptualisation and consolidation of teleworking, which is why 

he is recognised as one of its main precursors (Gentilin, 2020). 

 

Over time, teleworking has been the subject of multiple theoretical and empirical reviews (Bailey 

& Kurland, 2002; Blount, 2015; Messenger & Gschwind, 2016; Gentilin, 2020; Santana & Cobo, 2020), 

approached from different perspectives. Among the most recurrent are those focused on the social sphere, 

particularly the work-family relationship (Gálvez et al., 2020; Kossek et al., 2015), as well as its analysis 

as a form of social innovation aimed at labour inclusion (Ernesto & Bernardino, 2019). In the Latin 

American context, studies have been developed focusing on the labour and legal frameworks that regulate 

this modality, both in Mexico (Jiménez & Pérez, 2018) and in other countries such as Spain, Argentina 

and Colombia (Sierra, 2019; Gentilin, 2020; Ayala Bolaños et al. 2026; Pego Foresti, 2026). 

https://onlinelibrary.wiley.com/doi/10.1111/ntwe.12173
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3684702
https://www.sciencedirect.com/science/article/pii/S0268401220309725?via%3Dihub
https://www.researchgate.net/publication/340595406_Pasado_presente_y_futuro_del_Teletrabajo_Reflexiones_teoricas_sobre_un_concepto_de_50_anos
https://onlinelibrary.wiley.com/doi/10.1111/ntwe.12173
https://www.researchgate.net/publication/341080024_Teleworking_in_the_Context_of_the_Covid-19_Crisis
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3684702
https://www.sciencedirect.com/science/article/pii/S0268401220309725?via%3Dihub
https://www.jstor.org/stable/41409963
https://journals.sagepub.com/doi/abs/10.3233/HSM-200979
https://onlinelibrary.wiley.com/doi/10.1111/ntwe.12173
https://onlinelibrary.wiley.com/doi/10.1002/job.144
https://onlinelibrary.wiley.com/doi/10.1002/job.144
https://www.researchgate.net/publication/340595406_Pasado_presente_y_futuro_del_Teletrabajo_Reflexiones_teoricas_sobre_un_concepto_de_50_anos
https://onlinelibrary.wiley.com/doi/10.1002/job.144
https://onlinelibrary.wiley.com/doi/10.1002/job.144
https://www.emerald.com/ftisy/article-abstract/1/3/163/1319416/Pondering-the-Fault-Lines-of-Anywhere-Working?redirectedFrom=fulltext
https://onlinelibrary.wiley.com/doi/10.1111/ntwe.12073
https://www.researchgate.net/publication/340595406_Pasado_presente_y_futuro_del_Teletrabajo_Reflexiones_teoricas_sobre_un_concepto_de_50_anos
https://www.sciencedirect.com/science/article/abs/pii/S0263237320300621?via%3Dihub
https://onlinelibrary.wiley.com/doi/10.1111/beer.12240
https://journals.sagepub.com/doi/10.1525/cmr.2015.57.4.5
https://gestioncultural.udgvirtual.udg.mx/contenido/proyectos-digitales-para-el-desarrollo-y-la-inclusion
https://www.researchgate.net/publication/328149527_El_teletrabajo_en_America_Latina_elemento_innovador_alcances_normativos_y_politicas_publicas_en_torno_a_su_desarrollo
https://idus.us.es/server/api/core/bitstreams/d5cee024-2a2b-413e-8d2b-d225f0a2208a/content
https://www.researchgate.net/publication/340595406_Pasado_presente_y_futuro_del_Teletrabajo_Reflexiones_teoricas_sobre_un_concepto_de_50_anos
https://revistalex.org/index.php/revistalex/article/view/596
https://docta.ucm.es/entities/publication/64e1883a-e7a2-4d84-8fb7-b70686d5b129
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In Mexico, teleworking is formally regulated in Article 330-A of the Federal Labour Law, where 

it is defined as ‘a form of subordinate work organisation consisting of the performance of remunerated 

activities in places other than the employer's establishments... using primarily information and 

communication technologies for contact and command between the worker and the employer’ (Article 

330-A). In accordance with this definition, labour legislation itself establishes the concept of information 

and communication technologies (ICT) as ‘the set of services, infrastructure, networks, software, 

computer applications and devices whose purpose is to facilitate tasks and functions in the workplace, as 

well as those needed for the management and transformation of information, in particular the 

technological components that enable the creation, modification, storage, protection and retrieval of that 

information’ (Federal Labour Law [LFT], 2022, pp. 82–83). 

 

The health crisis caused by COVID-19 represented a turning point in the adoption of teleworking. 

Faced with the need to ensure employee safety and maintain economic continuity, organisations were 

forced to migrate to this mode of working at an accelerated pace (Antonio-Javier, et al. 2025). In this 

context, the prevention of infectious diseases emerged as a determining factor in the adoption of 

teleworking, a variable that had been scarcely considered in the literature prior to the pandemic 

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

 

This process of forced implementation showed that teleworking not only involves an operational 

change, but also a more far-reaching organisational transformation, with implications for the 

management, structure and internal processes of organisations. Teleworking has been analysed from 

multiple disciplines and levels of analysis. From an economic perspective, it has been studied as a factor 

in economic and territorial development (Gallardo & Whitacre, 2018). 

 

In the field of organisational research, various authors have addressed the issues associated with 

its implementation, such as performance management, coordination and control (Daniels et al., 2001; 

Infante et al., 2018; Silva-C et al., 2019). Studies have also been conducted from the perspective of 

organisational psychology (Cifuentes-Leiton, 2020) and occupational health (Montreuil & Lippel, 2003; 

Valero-Pacheco & Riaño-Casallas, 2020), which have highlighted both the benefits and risks associated 

with this type of work. In the productive sphere, the literature agrees that the context in which teleworking 

has been implemented makes it difficult to objectively measure productivity, due to the diversity of 

organisational and contextual variables involved (Coenen & Kok, 2014; Groen et al., 2018; Kazekami, 

2020; Nakrošienė et al., 2019). 

 

A significant part of the research has focused on analysing the advantages and disadvantages of 

teleworking from an individual perspective (Gadecki et al., 2018). In this regard, communication (Fay, 

2017; Muñoz Zapata et al., 2017; Silva-C et al., 2019) and leadership (Wojcak et al., 2016; Kappelman 

et al., 2019) have been identified as key organisational factors that influence the success of its 

implementation. Likewise, it has been pointed out that teleworking requires a high degree of self-

management and self-direction on the part of workers (Müller & Niessen, 2019), as well as management 

styles in line with this modality (Kwon et al., 2019). According to Baruch and Nicholson (1997), the 

implementation of telework is influenced by four main factors: (1) the individual, including their abilities, 

personality and motivations; (2) the organisation, in terms of strategy, culture and internal policies 

(Blount, 2015); (3) the home and family, considering economic and family conditions (Baruch, 2000); 

and (4) the work, depending on the nature of the tasks and the technology available. 

 

Teleworking as organisational transformation from a systemic perspective 

 

From an organisational perspective, teleworking has been interpreted differently by the various actors 

involved. For governments, it represents an opportunity to improve employability indicators and promote 

labour inclusion; for employers, a mechanism for flexibility and cost reduction; and for workers, an 

alternative associated with the search for autonomy and freedom (Cifuentes-Leiton, 2020). However, 

when this modality is adopted as a social distancing measure, organisations experience significant 

changes, starting with job profiles, process flows, communication methods and, in general, the 

organisational and management structure (Belzunegui-Eraso & Erro-Garcés, 2020; Kawashima et al., 

2020; Bojovic et al., 2020), constituting a systematic change in their operations. 

 

 

https://www.diputados.gob.mx/LeyesBiblio/pdf/LFT.pdf
https://www.diputados.gob.mx/LeyesBiblio/pdf/LFT.pdf
https://zenodo.org/records/17381842
https://www.researchgate.net/publication/341080024_Teleworking_in_the_Context_of_the_Covid-19_Crisis
https://www.sciencedirect.com/science/article/pii/S1757780223005875?via%3Dihub
https://onlinelibrary.wiley.com/doi/10.1111/1467-6486.00276
https://dialnet.unirioja.es/servlet/articulo?codigo=6549899
https://www.sciencedirect.com/science/article/abs/pii/S0160791X18302410?via%3Dihub
https://revistas.unisimon.edu.co/index.php/desarrollogerencial/article/view/3913
https://onlinelibrary.wiley.com/doi/10.1111/ntwe.12073
https://archivosdeprevencion.eu/index.php/aprl/article/view/9
https://www.sciencedirect.com/science/article/abs/pii/S026323731300159X?via%3Dihub
https://www.sciencedirect.com/science/article/abs/pii/S0263237318300215?via%3Dihub
https://www.sciencedirect.com/science/article/abs/pii/S0308596119301120?via%3Dihub
https://www.sciencedirect.com/science/article/abs/pii/S0308596119301120?via%3Dihub
https://www.emerald.com/ijm/article-abstract/40/1/87/140248/Working-from-home-characteristics-and-outcomes-of?redirectedFrom=fulltext
https://intersections.tk.mta.hu/index.php/intersections/article/view/166
https://onlinelibrary.wiley.com/doi/full/10.1002/9781118955567.wbieoc205
https://onlinelibrary.wiley.com/doi/full/10.1002/9781118955567.wbieoc205
https://doi.org/10.33571/revistaluciernaga.v9n18a5
https://www.sciencedirect.com/science/article/abs/pii/S0160791X18302410?via%3Dihub
https://www.sciencedirect.com/science/article/pii/S1877042816310461?via%3Dihub
https://www.tandfonline.com/doi/full/10.1080/0960085X.2018.1497929
https://www.tandfonline.com/doi/full/10.1080/0960085X.2018.1497929
https://onlinelibrary.wiley.com/doi/10.1002/job.2371
https://onlinelibrary.wiley.com/doi/10.1111/1744-7941.12251
https://journals.sagepub.com/doi/10.1177/030630709702300202
https://www.emerald.com/ftisy/article-abstract/1/3/163/1319416/Pondering-the-Fault-Lines-of-Anywhere-Working?redirectedFrom=fulltext
https://onlinelibrary.wiley.com/doi/10.1111/1468-005X.00063
https://revistas.unisimon.edu.co/index.php/desarrollogerencial/article/view/3913
https://www.researchgate.net/publication/341080024_Teleworking_in_the_Context_of_the_Covid-19_Crisis
https://www.sciencedirect.com/science/article/pii/S0033350620301803?via%3Dihub
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From the perspective of General Systems Theory, an organisation is conceived as a system 

immersed in a dynamic environment, made up of multiple actors whose internal and external interactions 

condition its performance. In this sense, a change in any of its elements impacts the functioning of the 

system as a whole. Under this approach, teleworking can be understood as a systemic transformation that 

reconfigures organisational subsystems. 

 

Box 1 

 

Table 1 

Systemic postulates for the analysis of teleworking 
 

Theory Autor Principle 

General Systems 

Theory  

Ludwig von 

Bertalanffy 

Organisations are organised wholes, where the 

relationships between the elements are decisive for their 

functioning and performance. 

The systemic 

approach. 

Cybernetic 

perspective 

Norbert Wiener Organisational changes must be analysed taking into 

account interdependencies, feedback loops and non-

linear dynamics. Social and organisational systems are 

regulated through communication, control and feedback 

mechanisms. 

Law   of   Requisite 

Variety 

W. Ross Ashby A system can only manage the complexity of its 

environment if it develops internal mechanisms with an 

equivalent level of variety. 

Sociotechnical 

Theory 

Eric Trist Organisations are made up of a technical system and a 

social system that must be optimised together. 

Systems dynamics Jay W. Forrester Structural changes generate patterns of organisational 

behaviour over time. 

Soft Systems 

Methodology 

Peter Checkland Complex organisational phenomena must be analysed 

considering the perceptions and meanings of the actors 

involved. 

   

Source: Prepared internally based on Bertalanffy (1968); Checkland (1981), Forrester (1961); Trist 

(1981); Wiener (1961) and Ashby (1956) 

 

Various systemic approaches allow us to delve deeper into this analysis: the cybernetic 

perspective highlights the importance of communication, control and feedback; the Law of Required 

Variety emphasises the need to develop internal capabilities in line with the complexity of the 

environment; socio-technical theory emphasises the joint optimisation of social and technical systems; 

system dynamics explains how structural changes generate patterns of behaviour over time; and Soft 

Systems Methodology proposes analysing organisational phenomena by considering the perceptions and 

meanings of the actors involved. From this last perspective, teleworking, particularly when implemented 

in a forced manner, constitutes an emerging systemic change that is interpreted in different ways by the 

members of the organisation, generating tensions, adjustments and organisational learning processes. 

This approach is particularly relevant for qualitative studies, as it allows us to understand how actors 

construct meaning in the face of changes in structures, processes and work dynamics. 

 

Methodology 

 

This study was developed using a qualitative approach, with a non-experimental, cross-sectional design, 

which is relevant for the analysis of complex organisational phenomena in specific contexts. Qualitative 

research is characterised by being an inductive, interpretative, iterative and recurrent process that allows 

for an understanding of the meanings, perceptions and experiences of the actors involved in the 

phenomenon under study, based on the use of various techniques and sources of information, such as 

field notes, logs, observation and audiovisual media (Creswell & Creswell, 2018; Hernández-Sampieri 

& Mendoza, 2018). This approach is mainly used in exploratory and descriptive studies, such as the one 

presented in this chapter. 
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Participants and sampling 

 

A convenience sample of ten people who worked remotely was used for data collection. This type of 

sampling is appropriate when access to the target population is limited or complex (Creswell & Creswell, 

2018; Hernández-Sampieri & Mendoza, 2018), due to geographical dispersion and organisational 

restrictions on identification and contact. The sample included both operational teleworkers and people 

with management functions, which allowed for the incorporation of different organisational perspectives. 

 

Data collection and análisis 

 

Semi-structured interviews were used as the main technique. The interviews were conducted during 

September and October 2021, transcribed using the Transcribe tool, and analysed with ATLAS.ti version 

9, through a process of coding and categorisation. The use of ATLAS.ti facilitated the systematic 

organisation of the data and the traceability of the analytical process. 

 

Confidentiality 

 

To ensure confidentiality, textual quotations were identified with codes: E (interviewee), T (teleworker) 

and G (manager): E1T, E2G, E3T, E4T, E5G, E6T, E7G, E8G, E9G and E10T. 

 

Results 

 

The analysis of the interviews shows that the forced implementation of teleworking during the COVID-

19 pandemic constituted a systemic disruption that simultaneously impacted organisational structures, 

work processes, coordination mechanisms and the value chain. The findings are organised into five 

interrelated dimensions: (a) structural adaptation to abrupt change; (b) reconfiguration of 

communication, coordination and control; (c) adaptive capacity; (d) socio-technical reorganisation and 

reduction of bureaucracy; and (e) changes in the organisational value chain. 

 

a) Teleworking as systemic disruption and structural adaptation 

 

Participants describe the start of teleworking as a complex process that involved reorganising structures, 

team dynamics and forms of interaction: 

 

"At first it was a bit difficult because of the change. You start making a lot of changes, rearranging 

everything, reorganising the whole structure, how we are going to hold meetings. Like working with your 

own team and with the rest of the teams‘ (E10T). 

 

From a management perspective, the gradual incorporation of indicators and monitoring mechanisms can 

be observed: 

 

’Indicators are already being generated. But that's okay. They are part of a normal evolution with 

the structural changes in the company" (E8G). ’But there is a list of deliverables and commitments, 

extensions. So you have to have a clear idea of what activities you have to deliver"(E5G). 

 

In some cases, the formal structure remained stable, while the changes focused on the form of interaction: 

 

‘The organisational structure remains the same, the way of working has not changed, perhaps in 

the way of dealing with issues, now it is no longer personal, you are no longer in front of the person, but 

rather via telephone or Skype’ (E6T). 

 

b) Reconfiguration of communication, coordination and control mechanisms 

 

The results show a profound transformation of communication systems, which became the main 

mechanism of organisational regulation during teleworking. From a managerial perspective: 

 

‘Communication was an important factor in establishing and being able to work and maintain a 

work rhythm that we managed to maintain during this period’ (E8G). 

 

https://books.google.com.mx/books/about/Research_Design.html?id=s4ViswEACAAJ&redir_esc=y
https://books.google.com.mx/books/about/Research_Design.html?id=s4ViswEACAAJ&redir_esc=y
https://books.google.com.mx/books/about/Metodolog%C3%ADa_de_la_investigaci%C3%B3n.html?id=aq8y0AEACAAJ&redir_esc=y


113 

 

 

At the operational level, communication intensified, especially at the beginning: 

 

‘It was being in constant communication with them by phone, coordinating together... practically 

being glued to the phone all the time, talking, talking, talking’ (E1T). 

 

The intensive use of ICT also generated frustration in the face of technological failures: 

 

‘Suddenly, my Internet connection would fail a lot... I had to be prepared, as I have my phone, 

my computer, my data, I have everything connected’ (E1T). 

 

The overload of meetings appears to be a critical element: 

 

"I could have up to eight conferences in a single day. So that ends up being stressful too‘ (E3T). 

 

Some participants emphasise the need to make communication more effective: 

 

’It's not worth having a meeting five times a week to repeat the same thing... one meeting a week 

is enough, but that meeting should be really worthwhile" (E2G). 

 

At the same time, a paradigm shift is emerging regarding the value of face-to-face work: 

 

‘The main challenge is that it's not face-to-face, and at first you have to change your paradigm 

that work only works when you're in front of people’ (E7G). 

 

Finally, trust and commitment are highlighted as conditions for functioning: 

  

‘There was trust, communication... I think the commitment was there’ (E8G). 

 

c) Adaptive capacity 

 

The interviewees report individual and domestic adjustments to enable working conditions, such as the 

reorganisation of space at home: 

 

‘I had to take over half of the dining room in the house to set up my office’ (E8G). 

 

A gradual stabilisation of teleworking practices can be observed: 

 

‘It was very difficult for me in the first few months... but as the months went by, we all started 

doing it virtually’ (E4T). 

 

The digitisation of processes and the adoption of platforms are becoming established as mechanisms for 

adaptation: 

 

‘Everything is digital... I had to compile all that information... and send it to them on a platform’ 

(E4T). 

 

Collective learning made it possible to sustain complex activities: 

 

‘We've had expotransporte... we've done everything virtually’ (E4T). 

 

And tensions are emerging over the return to face-to-face schemes: 

 

‘Right now, I think it's going to be hard for all of us to go back’ (E7G). 
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d) Sociotechnical reorganisation and reduction of bureaucracy 

 

Participants identify that coordination was supported by digital agendas and calendars: 

 

‘In the end, coordination was done through an agenda... the Outlook calendar had to be open’ 

(E8G). 

 

There is also recognition of a lack of organisational preparation for a total migration: 

 

‘The company was not prepared for that’ (E9G). 

 

Limitations of teleworking in physical activities are pointed out: 

 

‘There are physical things that you cannot manage with teleworking’ (E9G). 

 

Despite this, a gradual adaptation is reported: 

 

‘I got used to it in a year and a half... it has been quite bearable’ (E10T). 

 

e) Systemic changes in the organisational value chain 

 

The testimonies highlight the interdependence of functions and results: 

 

‘We are all part of a value chain in the company... if one of us fails, the whole chain is affected’ 

(E2G). 

 

Permanent availability is associated with performance: 

  

‘Your colleagues and the director look for you... you have to be on the lookout for the computer’ 

(E4T). 

 

And remote work is linked to financial results: 

 

‘That someone is doing a job that translates into a financial result’ (E7G). 

 

Discussion 

 

The results of the study confirm that the forced implementation of teleworking during the COVID-19 

pandemic constituted a systemic transformation in organisations, rather than a simple operational or 

technological change. From the perspective of General Systems Theory, organisations are understood as 

open systems, whose parts are interrelated in such a way that any alteration in one of their subsystems 

generates effects on the whole. In this sense, empirical evidence shows that teleworking acted as an 

external disturbance that simultaneously impacted the structural, technological, and human subsystems, 

confirming the interdependent nature of the organisational system (Bertalanffy, 1968). 

 

The participants' testimonies reflect an initial phase of destabilisation, characterised by disorder, 

ambiguity and the need for reorganisation, followed by a progressive process of adjustment and 

stabilisation. This behaviour is consistent with the notion of complex adaptive systems, in which stability 

is not achieved through rigid control, but through the capacity for reorganisation and learning in the face 

of highly uncertain conditions. The adaptation described by the interviewees was neither homogeneous 

nor immediate, reinforcing the idea that organisational changes emerge from non-linear and contextual 

dynamics. 

 

From a cybernetic perspective Wiener (1961), the results show a profound transformation of 

communication, control, and feedback mechanisms. The replacement of face-to-face contact with ICT-

mediated interactions reconfigured organisational regulation systems, shifting the emphasis from 

hierarchical control to schemes based on constant communication, trust, and results-based monitoring.  

 

https://books.google.com.mx/books/about/General_System_Theory.html?id=N6-woQEACAAJ&redir_esc=y
https://books.google.com.mx/books/about/Cybernetics_or_Control_and_Communication.html?id=p-mvDwAAQBAJ&redir_esc=y
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However, as the participants' experiences reveal, this intensification of communication also 

generated undesirable effects, such as meeting overload, increased stress and the blurring of boundaries 

between work and personal life. These findings coincide with the approaches of organisational 

cybernetics, which warn that poorly calibrated feedback systems can generate imbalances rather than 

stability. 

 

In relation to the Law of Required Variety Ashby (1956), the results show that organisations were 

forced to expand their internal variety to respond to the complexity of the virtual environment. Adaptation 

not only involved the adoption of new technologies, but also the development of digital skills, the 

reorganisation of physical spaces in the home, and the redefinition of work routines. Empirical evidence 

suggests that, in cases where the organisation managed to increase its adaptive capacity—through process 

digitisation, training, and flexibility—the system achieved a new functional equilibrium. Conversely, 

technological or structural limitations revealed the inability of some subsystems to absorb the complexity 

of the environment. 

 

From a socio-technical theory perspective Trist (1981), the results confirm that teleworking 

simultaneously modified the technical system and the social system. The accelerated introduction of 

digital platforms transformed work processes, organisational roles and interaction dynamics, leading to 

a reduction in bureaucratic practices and greater efficiency in certain processes. However, the testimonies 

also reveal risks associated with this structural simplification, such as work overload, ambiguity of roles, 

and the exclusion of activities that require physical presence. These findings reinforce the socio-technical 

approach that technological optimisation, without a balanced redesign of the social system, can generate 

organisational tensions. 

 

For its part, Systems Dynamics Forrester (1961) allows us to interpret the changes observed in 

the value chain as the result of feedback structures that connect people, processes, and results. 

Participants recognise that organisational performance depends on the contribution of each actor, and 

that a failure at any point in the chain affects the final result. This empirical recognition of 

interdependence reinforces the idea that the effects of teleworking are neither immediate nor isolated, 

but emerge gradually as a result of complex systemic interactions. 

 

Finally, the results dialogue with the Soft Systems Methodology Checkland (1981), showing that 

teleworking was interpreted differently by organisational actors, depending on their role, experience and 

context. Perceptions of initial difficulty, progressive adaptation, and resistance to returning to the office 

show that teleworking cannot be understood as a homogeneous technical solution, but rather as a socially 

constructed process in which the meanings attributed to it directly influence the way the system 

reorganises itself. 

 

Overall, the discussion allows us to affirm that teleworking, particularly when implemented in a 

forced manner (Belzunegui-Eraso & Erro-Garcés (2020); Bojovic et al. (2020); Cifuentes-Leiton, 2020; 

Hodder, (2020); Katsabian, (2020); Kawashima et al. (2020) should be analysed as a process of systemic 

transformation, whose effects manifest themselves at multiple organisational levels and through 

emerging dynamics. The articulation between the empirical results and the theoretical framework 

confirms the relevance of the systemic approach to understanding new forms of work, as well as the need 

for organisations to design comprehensive strategies that simultaneously consider structural, 

technological and human aspects. 

 

Conclusions 

 

The objective of this chapter was to analyse the organisational impacts of the forced implementation of 

teleworking from a systemic perspective, based on empirical evidence obtained through semi-structured 

interviews. The results allow us to conclude that teleworking cannot be understood as a simple work 

modality or as an exclusively technological change, but rather as a process of systemic transformation 

that comprehensively reconfigures the functioning of organisations. 

 

 

 

 

https://books.google.com.mx/books/about/An_Introduction_to_Cybernetics.html?id=9tT0rQEACAAJ&redir_esc=y
https://sistemas-humano-computacionais.wdfiles.com/local--files/capitulo%3Aredes-socio-tecnicas/Evolution_of_socio_technical_systems.pdf?utm_source
https://books.google.com.mx/books/about/Industrial_Dynamics.html?id=4CgzAAAAMAAJ&redir_esc=y
https://books.google.com.mx/books/about/Systems_thinking_systems_practice.html?id=icXaAAAAMAAJ&redir_esc=y
https://www.researchgate.net/publication/341080024_Teleworking_in_the_Context_of_the_Covid-19_Crisis
https://www.sciencedirect.com/science/article/pii/S2589811620300331?via%3Dihub
https://revistas.unisimon.edu.co/index.php/desarrollogerencial/article/view/3913
https://onlinelibrary.wiley.com/doi/10.1111/ntwe.12173
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3684702
https://www.sciencedirect.com/science/article/pii/S0033350620301803?via%3Dihub
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Firstly, it is concluded that the abrupt implementation of teleworking acted as an external 

disturbance that temporarily destabilised organisational systems, generating an initial phase of disorder, 

ambiguity and readjustment. However, as the process progressed, organisations developed adaptation 

mechanisms that allowed them to restore their functionality, confirming their nature as complex adaptive 

systems. 

 

Secondly, empirical evidence shows that communication, coordination and control mechanisms 

were profoundly transformed. The replacement of face-to-face control with schemes based on trust, 

delegation and the achievement of results modified the traditional dynamics of supervision, although it 

also generated tensions associated with work overload, stress and the blurring of the boundaries between 

personal and working life. 

 

It is also concluded that teleworking led to a socio-technical reconfiguration, in which the 

accelerated digitisation of processes and the intensive adoption of ICT simultaneously transformed the 

technical and social systems. This transformation favoured the reduction of bureaucratic practices and 

the streamlining of processes, but also revealed structural and organisational limitations, particularly in 

activities that require physical presence. 

 

Finally, the results confirm that the effects of teleworking are emerging and non-linear, impacting 

the organisational value chain and reinforcing the interdependence between the different actors. In short, 

the chapter provides evidence for understanding teleworking as a systemic phenomenon with structural, 

technological and human implications. 

 

Theoretical implications 

 

From a theoretical perspective, this chapter contributes to organisational literature by positioning 

teleworking as a systemic phenomenon, beyond traditional approaches focused on the individual or 

technology. The articulation between General Systems Theory, cybernetics, socio-technical theory, 

system dynamics and complex adaptive systems allows for an integrative reading of teleworking as a 

process of organisational transformation. 

 

Likewise, the study provides empirical evidence that supports the need to analyse teleworking by 

considering interdependencies, feedback loops and emerging dynamics, which strengthens the 

application of the systemic approach in the study of new forms of work. Finally, the chapter contributes 

to the theoretical discussion by showing that the forced implementation of teleworking generates 

organisational learning processes that cannot be explained by linear models of change, reinforcing the 

relevance of complex systems approaches. 

 

Practical implications 

 

From a practical point of view, the findings suggest that organisations should design comprehensive 

teleworking strategies that simultaneously consider technological, structural and human aspects. 

Empirical experience shows that the improvised or reactive adoption of teleworking increases the risk of 

organisational tensions and work overload. 

 

Likewise, there is a need to redesign communication and coordination mechanisms, avoiding 

meeting overload and promoting monitoring schemes based on clear objectives and measurable results. 

Trust emerges as a central element for the sustainability of teleworking, which implies a cultural change 

in leadership and supervision styles. 

 

From a management perspective, the results suggest that teleworking should be integrated as part 

of a long-term organisational strategy, considering hybrid models that recognise the limitations of remote 

work in face-to-face activities and the diversity of work and personal contexts. Finally, at the institutional 

and organisational policy level, the study highlights the importance of creating regulatory frameworks, 

internal guidelines and workplace wellbeing practices that accompany the systemic transformation of 

work, in order to strengthen organisational sustainability and performance in highly uncertain 

environments. 
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