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ABSTRACT 

 

 Working from home (also called telecommuting or telework) is becoming an increasingly common practice. Telework, like other 
employment flexibilities, can assist managers in attracting, recruiting, and retaining the best possible workforce. In addition, by decreasing 

employee commute times, other work/life stressors, and improving organizational communications telework can help employees and 

managers be more effective in their jobs. So in this article, after the definition of telework and its variants, and also Organizational 
Constraints and Adoption of Teleworking, benefits of telework for the teleworking employee, their employer, and society as a whole have 

been studied. At the end, telework adoption in Zahedan Municipality is investigated. In this paper, the student t-test and Friedman test was 

used for analyzing data in SPSS statistical software. The results show that from the perspective of municipal employees, Telework affects 
sensible factors, validity, service variety, communication, politely, and human works with computer in Municipality of Zahedan. 
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INTRODUCTION 

 

 Human Resource Management plays a very 

important role in the success of an organization. 

Organizational policies, culture, compensation and 

benefits and employee relations control the 

motivation level of employees and help in retaining 

valuable employees.  

 Human Resources may set strategies and 

develop policies, standards, systems, and processes. 

The notion of ―fit‖ as a way to explain the presence 

or absence of various employment practices has a 

long history in the field of human resource (HR) 

management [8, 14, 16, 19, 27]. The basic argument 

in this literature is that, to be effective, HR policies 

and procedures such as variable pay plans [4] must 

be contingent on the organization‘s particular needs, 

and these needs are a function of such idiosyncratic 

factors as firm age [7], workforce composition [4, 

32], and top executives‘ management style [30, 39]. 

 This literature also emphasizes that employment 

practices are not implemented in isolation but tend to 

be consistent with each other [26]. One practice that 

has rarely been studied through this view is 

teleworking. As Technology companies have been 

predicting that telework soon will become the most 

common mode of work [29]. Therefore, given the 

importance of this issue, in this paper we have 

studied teleworking and then the impact of 

implementing telework in Zahedan municipality was 

examined.  

 

Definition Of Teleworking: 

 Interest in the idea of telework first arose during 

the oil crises of the 1970‘s [34]. Teleworking is 

defined as working at home or another alternative 

location (e.g., a satellite office) using information 

technology to communicate with supervisors, peers, 

and customers [5, 17]. In other words, the term 

‗teleworking‘ is used broadly to refer to any work 

that is conducted outside of the designated place of 

business. This includes work undertaken at home, 

use of mobile devices in transit, or at a different 

place of business [20]. 

 

Types Of Telework: 

 Many authors acknowledge the role of 

communications and information technology in 

creating the ability for individuals, including 

knowledge workers, to work anywhere, anytime, 

anyplace, thereby changing the way they and the 

organization operates [6]. There are several ways in 
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which telework can be implemented. Georgetown 

Law (2010) identifies four main approaches to 

telework:  

 "Hot desking" is a type of telework where the 

employee works from a remote location part or most 

of the time, and from the main office the rest of the 

time. When the employee is in the main office, they 

use a non-dedicated, non-permanent workspace 

assigned for use on an as-needed basis, as opposed to 

having a reserved office space that goes unused when 

teleworking.  

 "Hoteling" is similar to hot desking, but 

employees must reserve a space ahead of time.  

 "Telework centers" are facilities that provide 

workstations and other office facilities that 

employees from several organizations can use.  

 "Collaborative offices" are virtual work 

environments in which employees can work 

cooperatively from different locations using a 

computer network [28].  

ATAC (2006) considers two additional types of 

teleworkers:  

 "Mobile teleworkers" spend at least 10 hours per 

week doing work while away from their main place 

of employment, including via their mobile phone 

while on the move; and  

 "Day extenders" are those who work from home 

during evenings or weekends on an ad hoc basis, 

usually as required to meet deadlines during busy 

periods [10]. 

 

Organizational Constraints And Adoption Of 

Teleworking: 

 Two of the most common organizational 

constraints the contingency literature examines to 

explain the adoption of alternative work practices are 

firm "age" and "size" (e.g., Donaldson, 2001). In 

general, younger and smaller firms are less 

bureaucratized and therefore more open to 

considering adopting nontraditional HR methods to 

overcome their economic constraints. Next, we 

extend those arguments to the case of teleworking 

[26]. 

 

Firm Age: 

 The HR literature suggests that younger 

organizations are more likely to adopt innovative HR 

practices for several reasons [4, 22, and 24]. Young 

organizations are exposed to the liabilities of 

newness, lack of financial and material resources, 

lower organizational legitimacy, and a high level of 

uncertainty [26].  

 Teleworking offers employees high flexibility 

(an important nonmonetary reward), and it is 

relatively easy and inexpensive to implement. Young 

firms use broad and diverse social networks to 

overcome liabilities of newness, thus increasing their 

early performance and enhancing their probability of 

survival and growth. Telework improves access to 

these networks (for instance, by connecting to a more 

diverse workforce) and creates new ways in which 

firms are able to organize [36]. 

 

Firm Size: 

 Similarly, smaller firms that are less 

bureaucratized are more likely to pursue innovative 

HR practices such as teleworking for financial, 

operational, and cultural reasons. 

 First, some of the contingency- based HR 

literature suggests that smaller companies buffer 

short-term economic pressures by replacing higher 

salaries with other incentives that promise greater 

potential rewards [4]. Second, smaller firms make it 

more difficult for poor performers to go undetected 

[9]. Small settings allow managers to give employees 

more autonomy (e.g., through telework) without the 

need to increase formal controls to prevent deviant 

behaviors (such as misstating number of hours 

worked or shirking work). The agency-based 

literature in economics and finance suggests that 

larger firm size makes it more difficult to monitor 

individual behavior; hence, larger organizations tend 

to invest more in supervisory systems and 

implementing formal rules and regulations to ensure 

employee compliance with expectations [26]. 

 Since telework involves more employee 

discretion and autonomy (the opposite of close 

supervision), it seems reasonable to expect that larger 

firms would deemphasize its use and instead rely on 

more traditional work-in the- office methods where 

direct observation by supervisors and accountability 

to superiors are more feasible on a day-to-day basis 

[26]. 

 Finally, from a cultural perspective, small 

companies tend to experience less organizational 

inertia [33] and develop a more entrepreneurial spirit 

[15]. Smaller firms tend to have a clan type culture 

and emphasize employee involvement, with looser 

task and supervisory structures [21]. Accordingly, 

they are more inclined to adopt innovative 

employment practices [37]. Hence, these 

organizations should have more freedom to offer 

telecommuting to employees who might benefit from 

it, not investing as much in formal control systems 

and worrying less about whether other employees 

may perceive such arrangements as unfair. 

 But contrary above, Rane (2011) found that in 

the US it is larger businesses that are more likely to 

offer telework to employees, with more than three-

quarters of all businesses with 500 or more 

employees allowing some remote work, compared to 

less than half of all businesses with fewer than 10 

employees (see Chart 1). 

 

Benefits Of Teleworking: 

 The potential benefits of teleworking are wide-

ranging, and accrue to the teleworking employee, 

their employer, and society as a whole. Some of 

these benefits are direct financial impacts, while 
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others are more qualitative [20]. This chapter reviews these benefits.  

 

 
 

Chart 1: Businesses allowing remote work, USA, 2010/11. 

 

1- Employer: 

 Those employers that have adopted telework 

have found it an overwhelmingly positive 

experience. Lafferty (2000) reports results of a 

survey reviewing the perceived advantages of 

telework among businesses that had adopted 

telework. Table 1 reports the percentage of 

businesses that perceived each of the nominated 

benefits as ‗highly important‘ outcomes of telework. 

 
Table 1: Perceived advantages of telework, businesses with telework. 

Advantage 
% of businesses rating as 'highly 

important' 

Higher productivity 54.8 

Increased adoption of communications technology 44.5 

More flexible use of staff 44.1 

Better retention of experienced staff 23.0 

More flexible use of infrastructure 22.4 

Improved employee morale 21.5 

Greater commitment to company goals 19.0 

Reduced cost of office accommodation 5.8 

Source: Lafferty 2000 

 

1-1- Recruitment and retention: 

 The option to telework means that the firm finds 

it easier to recruit and retain staff. When seeking new 

employees, individuals who do not live in the city 

where the employer‘s office is located can still be 

hired if teleworking is available. This means that the 

employer is able to recruit the ‗best employee‘ rather 

than the ‗best employee in the area‘. The ability to 

recruit these superior workers brings real 

productivity gains to the employer [20]. 

 Lister (2011) estimates that allowing telework as 

a means of avoiding the loss of employees who 

relocate would lead to a reduction in employee 

attrition of seven per cent. Rane (2011) reviewed the 

impact of telework in the ability of firms to retain 

workers. They found that more than two-thirds of all 

businesses who had implemented flexible work 

practices believed it helped with recruiting and 

retaining workers. 

 

1-2- Office expenses: 

 As more employees take up teleworking, the 

requirements of the office decline. More teleworkers 

equates to fewer ‗in-office‘ workers, and as the 

number of teleworkers grows there is scope to cut the 

overall size of the office, reducing the amount of rent 

paid [20]. 

 

1-3- Absenteeism 

 Telework does not stop the incidence of illness 

among a firm‘s employees; however it may lead to a 

reduction in illness and other personal leave-related 

time off work [11]. 

 Telework also leads to a reduction in small 

periods of time that employees spend away from 

work to manage personal affairs. Telework enables 

flexibility in working hours that means an employee 

who takes time off during standard operating hours 

to rearrange their working day without losing work 

time. Without this flexibility, Doherty (2000) reports 

that most teleworkers would take leave or simply cut 

short their working day to manage personal affairs 

when required (see Table 2). 

  

1-4- General increases in productivity from workers: 

 Baard (2010) notes that teleworking employees 

are commonly more productive than they would have 

been were they still in the traditional office. Lister 

(2011) reports that in Canada it is estimated that 

teleworkers give back around 60 per cent of the time 

they would otherwise have spent commuting as time 

spent doing work. Stafford (2011) reports that, on 

average, Australians spend 27 minutes commuting to 

work each day, although for many Australian 

workers living in major cities this time can be 

substantially longer. 
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Table 2: How teleworkers would manage personal needs if they could not telework. 

Approach Rate (%) 

Take personal leave 33 

Take sick leave 17 

Leave work early 14 

Have someone else do it 13 

Go to work late 11 

Leave, then return to work 9 

Take leave of absence 8 

Source: Doherty 2000 

 

2- Employees: 

 There are a wide range of benefits associated 

with telework for employees. 

 

2-1- Travel savings: 

 For an employee, adopting telework (be it part 

or full time) brings financial gains from avoiding 

travel to work. This is primarily in the form of the 

cost of fuel avoided (or, where the worker takes 

public transport, the cost of that transport) and varies 

according to the distance between home and work. 

For those who use a private vehicle to travel to work, 

there are also reduced vehicle maintenance costs and, 

in some cases, parking expenses avoided. 

 Teleworking employees also avoid the time cost 

of travelling to and from work. In addition to the 

improved time flexibility avoiding travel creates, 

teleworking has broader workplace flexibility 

outcomes. Teleworking enables the employee to 

manage their workload around family needs, as – 

where the workload permits – unconventional hours 

can be worked [20]. 

 

2-2- Workplace flexibility and work/life balance: 

 Closely related to workplace flexibility is the 

idea that telework facilitates work/life balance 

improvements. By avoiding the time cost of 

travelling to and from the office, the teleworker has 

greater leisure time than previously, and avoiding 

rush hour also removes the stress of commuting. 

 Flexible work arrangements that facilitate 

improved work/life balance have a significant 

positive impact, with better physical and 

psychological health, and lower levels of stress [38]. 

 

2-3- Job satisfaction: 

 As well as facilitating an improvement in 

work/life balance, avoiding the stress of commuting 

may lead to an employee feeling overall more 

positive towards their work and their employer. 

Increased job satisfaction from telework may also be 

driven through the sense of empowerment that an 

employee may feel in that their employer trusts them 

enough to not feel the need to constantly look over 

their shoulder to ensure they are working hard. This 

sense of empowerment is consistently shown to be 

one of the highest contributors to job satisfaction 

[25]. 

 

 

 

2-4- Flexibility of location: 

 Just as those who already live in regional areas 

may have more scope to move into the workforce 

through engaging in telework, those living in urban 

areas due to workforce necessity may be able to 

utilise telework to choose to live in a more remote 

location [20]. 

 

3- Society as a whole: 

3-1- Workforce participation: 

 Those who are currently outside of the 

workforce due to disability or illness, or because they 

are providing full-time care for a dependant child or 

family member with a disability or illness may be 

able to join or return to the workforce if they could 

participate through teleworking. Engagement in the 

workforce by some of these individuals will increase 

total economic output, increasing the overall welfare 

of citizens [20]. 

 

3-2- Transport and infrastructure gains: 

 As well as the private financial savings attained 

by teleworking individuals from avoiding travel to 

work, this avoided travel generates a reduction in 

greenhouse gas emissions. This reduction in 

emissions is a benefit of the private decision that 

extends to all residents through lower pollution levels 

[20]. 

 

3-3- Participation in the local community: 

 The improved work/life balance that teleworkers 

are able to achieve may see them find more time to 

be involved in the community. The time that was 

previously spent travelling to and from work may 

instead be put towards community organizations and 

volunteer activities. This may occur as parents seek 

to be more involved in their children‘s activities, or 

as teleworkers are able to structure their workload 

around community-based activities that would 

otherwise have taken place at a time when they were 

in the office [20]. 

 

Case study: 

 In this section of paper the impact of telework in 

Zahedan municipality has been examined from the 

perspective of employees. 

 

Research Variables:  

 Variables examined in this study is derived from 

a study conducted by Ahmadi et al. (2013), And 

includes the following items: 
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Sensible factors:  

 Secondary indicators such as: availability of 

physical facilities, having suitable software and staffs 

with arranged appearance. 

 

Validity:  

 Work and doing tasks till fixed time, showing 

will for solving clients' problems, amendments in 

service at first time, presentation of services in fixed 

time, report without any mistakes. 

 

Responsibility:  

 Secondary indicators such as: information 

providing speed, willing in help to users and update 

clients. 

 

Confidence:  

 Secondary indicators such as: composing 

information, updating information by system, 

accuracy in reports and feel safety. 

 

Sympathy:  

 Attention to clients, suitable time work for all 

clients, staffs attention to clients personally, asking 

the best benefits for clients, staffs understand special 

needs of clients. 

 

Effectiveness:  

 Effectiveness is the capability of producing a 

desired result. When something is deemed effective, 

it means it has an intended or expected outcome, or 

produces a deep, vivid impression. 

 

Services:  

 Service, is an activity or insensible benefit that 

one presents to another one and doesn‘t have any 

ownership. 

 

Communication:  

 Ability of communication with client in a way 

with understanding. 

 

Politeness and Humility:  

 Politeness and humility presented by service 

presenter related to client. 

 

Human and Computer:  

 Simple using and acceptability of system for 

user. 

 

Research Hypotheses: 

In light of the above-mentioned variables, this study 

attempts to test the following hypotheses: 

1. Telework affects sensible factors in Municipality 

of Zahedan. 

2. Telework affects validity in Municipality of 

Zahedan. 

3. Telework affects responsibility in Municipality 

of Zahedan. 

4. Telework affects confidence in Municipality of 

Zahedan. 

5. Telework affects sympathy in Municipality of 

Zahedan. 

6. Telework affects effectiveness in Municipality 

of Zahedan. 

7. Telework affects service variety in Municipality 

of Zahedan. 

8. Telework affects communication in Municipality 

of Zahedan. 

9. Telework affects politely in Municipality of 

Zahedan. 

10. Telework affects human works with computer in 

Municipality of Zahedan. 

 

Research Population: 

 This present paper is interested in investigating 

effective factors in service quality in teleworking at 

Municipality of Zahedan, Iran. Total items of the 

research population amount to 374. Due to the small 

number of the research population, the researcher has 

adopted the census method for data collection.  

 

Method of Data Collection: 

 The present study has adopted the questionnaire 

method for collecting primary data necessary for the 

study. The data of the questionnaire have been 

collected by contacting employees in informal 

interviews. The researcher handed them lists of 

questions and gave them enough time to answer the 

questions.  

 

Methods of Data Analysis and Testing Hypotheses: 

 The researcher has used the student t-test and 

Friedman test in SPSS 19 statistical software for data 

analysis and hypotheses testing (see Table 2 and 

Table 3). 

 According to the results of hypothesis testing 

(Table 2), with 95% confidence we can say that 

Telework affects sensible factors, validity, service 

variety, communication, politely, and human works 

with computer in Municipality of Zahedan. 

 Also, the results of the Friedman test (Table 3) 

shows that with the implementation of teleworking in 

Municipality of Zahedan, human works with 

computer will have the greatest impact and 

Sympathy Will have minimal impact.  

 

Conclution: 

 It is clear that the potential cost savings and 

productivity gains from increased teleworking are 

large. However if these gains are to be realised there 

is a need for significant infrastructure, particularly 

ICT infrastructure, to ensure that teleworking 

presents a working experience as efficient as being in 

the office itself. Additionally, there is a need for 

cultural change among workers. Attitudes towards 

work remain geared towards the idea of travelling to 
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a specific workplace each day rather than working 

from home regularly. There is a need for government 

and employers to smooth the path towards 

teleworking in order to harness its benefits. 

 The results of this study showed that human 

works with computer, and then, communication, in 

Municipality of Zahedan shall be most affected by 

the implementation of teleworking. On the other 

hand, sympathy and confidence will have a minimal 

effect on the implementation of teleworking. 

 
Table 2: One-Sample Test. 

 

Test Value = 3 

t df Sig. (2-tailed) Mean Difference 

95% Confidence Interval of the 

Difference 

Lower Upper 

sensible 35.650 373 .000 1.321 1.25 1.39 

validity 23.705 373 .000 1.120 1.03 1.21 

responsibility -26.581 373 .000 -1.235 -1.33 -1.14 

confidence -34.021 373 .000 -1.163 -1.23 -1.10 

sympathy -41.739 373 .000 -1.318 -1.38 -1.26 

effectiveness -13.373 373 .000 -.719 -.83 -.61 

service 16.220 373 .000 .856 .75 .96 

communication 52.533 373 .000 1.626 1.56 1.69 

politely 7.658 373 .000 .316 .23 .40 

human 64.678 373 .000 1.623 1.57 1.67 

  
Table 3: Ranks of Friedman Test. 

V
ar

ia
b

le
s 

se
n

si
b
le

 

v
al

id
it

y
 

re
sp

o
n

si
b
il

it
y
 

co
n

fi
d

en
ce

 

sy
m

p
at

h
y
 

ef
fe

ct
iv

en
es

s 

se
rv

ic
e 

co
m

m
u
n

ic
at

io
n
 

p
o
li

te
ly

 

h
u

m
an

 

Mean 
Rank 

7.74 7.31 2.63 2.76 2.46 3.27 6.69 8.35 5.25 8.53 

 

 Therefore, using the results of this study, by 

strengthening the lower ranking variables, managers 

may be programmed to implement telework in their 

organization.  
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