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Abstract 

The COVID-19 pandemic has exposed the flaws of 
the traditional physically co-located office, forcing 
many organizations to work remotely. Many knowledge 
workers worked from home on a regular basis during 
COVID-19, and as a result, the power gap between 
remote e-workers and their previously on-site 
colleagues has vanished. To answer our research 
questions, how does the involuntary working from home 
requirement due to COVID-19 affect team collaboration 
and performance, what factors enable the design and 
implementation of a hybrid way of working in 
knowledge organizations? and, in volatile and 
uncertain situations, how does organizational culture 
influence IT governance performance in global virtual 
teams in a large organization? we conducted an in-
depth organization-wide case study. Using a game-
theoretic lens, this study explores the sudden and 
enforced issues that COVID-19 has presented, and the 
technological means knowledge workers use to achieve 
their team collaboration goals. We interviewed 221 
knowledge workers and,15 c-suite executives and senior 
leadership group (SLG) members about their 
experiences of being required to work from home and 
its’ various effects on team dynamics and collaborative 
problem-solving. This paper contributes to the IT 
Governance theory and IS Resilience theory by 
providing an understanding of team collaboration 
during uncertain, volatile situations (COVID-19). This 
broad-scope overview provides an integrative approach 
for considering the implications of COVID-19 for work, 
workers, and organizations while also identifying issues 
for future research and insights to inform solutions. 

 
Keywords: IT Governance, IS Resilience, working 
from home, Organization Culture, Leadership 
strategies, Game Theory 

1. Introduction  

  The COVID-19 pandemic has shown vulnerabilities in 
the traditional physically co-located workplace, forcing 

many businesses to function remotely. The workplace is 
rapidly evolving into a more adaptive concept. 70% of 
firms favor the hybrid work style, according to a Mercer 
survey performed in May 2021. Many companies, 
including household names such as Adobe, Salesforce, 
Spotify, and Twitter, had already made the switch. 
According to Microsoft's Work Trend Index (published 
in March 2021), 66% of organizations around the world 
are reorganizing their workplaces to accommodate 
hybrid work arrangements. In the United Kingdom, for 
example, more than 1.5 million people work full-time 
from home, which is roughly double the number ten 
years ago [7]. Microsoft CEO Satya Nadella revealed 
some new figures: In April 2020, over 200 million 
Microsoft Teams meeting attendees participated in a 
single day, resulting in over 4.1 billion meeting minutes. 
Furthermore, Teams currently boasts over 75 million 
daily active users, with two-thirds of them sharing, 
collaborating, or interacting with files on Teams. 
"We've witnessed two years' worth of digital 
transformation in two months," Nadella said [7]. 
Over a decade, disruptions cost businesses nearly half a 
year's profit [7]. Natural disasters, wars, inflation, and 
worldwide pandemics have a significant financial 
impact, and the frequency of these disruptions 
necessitates organizations strengthening their risk and 
resilience capabilities before a shock occurs. 
Digitization is one method for preserving quality and 
efficiency in the face of disruption. The pandemic of 
COVID-19 has posed unprecedented challenges and 
fragilities to public health systems and global economies 
[2]. Governments have imposed social distancing on 
many areas of society, particularly mobility, through 
various control tactics [14,16].  
Allowing employees to work from home is a difficult 
decision to make. Some companies, such as Yahoo, Inc., 
have gone so far as to deny employees the ability to 
work outside of the office [20]. For some businesses, 
allowing employees to work from home may save 
companies money on office space and furniture [19]. 
When companies enable workers to work from home, 
they run the danger of not being able to monitor those 
employees to the same extent that they could if they 
worked in a traditional office setting. Moreover, in 
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organizations with global virtual networks, IT 
governance can be complex to implement with such 
questions as "who makes which IT decisions" difficult 
to answer [18]. 
Organizational culture is another crucial factor that 
needs to be considered. Organizational culture can be 
defined as “the set of shared values and norms that 
control organizational members’ interactions" [18]. 
Organizational culture can be used to support IT 
governance implementation, or it can impede effective 
governance. However, during COVID-19, many 
knowledge workers are forced to work from home every 
day, and the power distance between remote e-workers 
and their previously on-site colleagues has disappeared 
[14]. The existing remote e-working literature thus 
cannot provide a thorough explanation of the enforced 
working-from-home situations during COVID-19. As 
COVID-19 forces entire companies to work from home, 
it is essential to explore how knowledge workers 
navigate through the challenges of changing working 
environments and how they can maintain “business as 
usual” through technological means and investigate the 
organizational, behavioral, and societal impacts of the 
pandemic [8,17]. We as information systems scholars 
can contribute to the global effort by looking into how 
teams and organizations can use the available 
technologies to create new digital practices that will 
help them survive and perhaps even thrive in these 
uncertain times [8]. Therefore, our research questions 
are: 
RQ1: How does the involuntary working from home 
requirement due to COVID-19 affect team collaboration 
and performance?  
And  
RQ2: What are the enabling factors to design and 
implement a hybrid way of working in knowledge 
organizations?  
This research also aims to explore the influence of the 
organizational culture on IT governance performance 
during an uncertain situation. Therefore, our third 
research question is:  
RQ3: How does organizational culture influence IT 
governance performance in global virtual teams in a 
large organization during volatile and uncertain 
situations?  
To answer these questions, this study took a game-
theoretic approach to coordination problems. It belongs 
in this research because deciding which action to take in 
a coordination game is a social decision; it requires 
people to consider what others will do (as well as social 
values such as whether they prefer to maximize their 
own or the group's payoffs). We also make some 
observations about how decisions in coordination games 
may be used for individual decision-making. Classic 
organizational literature acknowledges that the primary 

function of an organization is the coordination of 
physical and human assets to produce a good or service. 
Mooney (1947, p. 5) defined coordination broadly in 
this early literature: "Coordination, therefore, is the 
orderly arrangement of a group effort, to provide unity 
of action in the pursuit of a common purpose."  
The remainder of this paper includes the research 
background, methodology, case description, data 
analysis, and discussion, and finally the conclusions, 
limitations, and future research. 
2. Background  

2.1. IT Governance, IS Resilience and 
Organization Culture 

IT governance as an integral part of enterprise 
governance [18] consists of the "leadership and 
organizational structures and processes that ensure that 
the organization’s IT sustains and extends the 
organization’s strategies and objectives" [18]. In this 
paper, IT governance is defined as "specifying the 
frameworks for decision rights and accountabilities to 
encourage desirable behavior in the use of IT” [18]. The 
traditional approach to defining resilience focuses on an 
event-based approach that deals with identifying 
potential risks and preparing response measures for each 
of them, whereas our definition of IS resilience 
incorporates a process-based approach to build a 
sustainable business model. The process-based 
approach embeds resilience thinking in the culture of an 
organization, which distinguishes it from merely 
suggesting a corrective measure for a particular event 
[9].  

Successful IT governance evaluates IT 
effectiveness, above objectives are used in this research 
to identify successful IT governance. Following four 
objectives weighted by their importance to the 
enterprise: 

1. Cost-effective use of IT - which comprises how 
much IT is beneficial for business. 

2. Effective use of IT for growth - which concerns 
how IT is effective in learning, being 
innovative, gaining competitive advantage, 
and making improvements. 

3. Effective use of IT for asset utilization - which 
focuses on how successful IT is in using 
knowledge-based assets in an organization. 

4. Effective use of IT for business flexibility - 
which investigates how IT is successful for the 
business in responding to internal and external 
changes [18]. 

According to Sarkar et al. [2], a clear interpretation 
of IS resilience was non-existent at the time of their 
research. Therefore, they defined IS resilience as 
follows: 
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“Information Systems resilience is a function of an 
organization’s overall situation awareness related to 
Information Systems, management of Information 
Systems vulnerabilities, and adaptive capacity, risk 
intelligence, flexibility and agility of Information 
Systems in a complex, dynamic, and interconnected 
environment.” 

According to this definition, the attributes of 
adaptive capacity, risk intelligence, flexibility, and 
agility suggest that IS resilience also addresses 
initiative-taking measures to adapt and improve IS. 
Therefore, the robustness of the system is not the sole 
focus point, but an intermediate. This proactive tone 
also characterizes organizational resilience, which 
shows that IS resilience is a subdomain of 
organizational resilience [2,9,21]. 
Organizational culture can be described as “a pattern of 
shared basic assumptions that was learned by a group as 
it solved its problems of external adaptation and internal 
integration, that has worked well enough to be 
considered valid and, therefore, to be taught to new 
members as the correct way to perceive, think, and feel 
about those problems”. Organizational culture is 
counted among the factors having an important 
influence on IT governance. 
In this research, the dimensions introduced by Cameron 
and Quinn are used to identify organizational culture. 
They developed an instrument called Organizational 
Culture Assessment Instrument (OCAI) which 
operationalizes in four competing values - internal-
external, and stability-flexibility. Mapping those two 
dimensions of “competing values” lead to four 
organizational culture types: 

• the dynamic, entrepreneurial Create Culture 
• the people oriented, friendly Collaborate 

Culture 
• the process-oriented, structured Control 

Culture 
• the results oriented, competitive Compete 

Culture 
OCAI is used in this research since it is a validated tool 
used by over 10,000 companies worldwide. Moreover, 
consultants can use OCAI to make constructive changes 
through new teams, leaders, and working methods [13]. 

2.2. Agency theory, Remote e-working and 
COVID-19 

The day before New Zealand (NZ) recorded its first 
case of COVID-19 on February 28, 2020, there was a 
report of “the largest mass exercise in remote working 
in global corporate history” [2] as companies responded 
to the ‘stay at home’ message to help control the virus. 
By the following week, NZ organizations were 
following suit, and working from home (WFH) has 

continued throughout all the alert levels of the 
pandemic. This has stimulated interest in WFH, the 
benefits and challenges it presents for workers and 
organizations, and how the experiences of WFH in a 
crisis will impact WFH in the future. In extant literature, 
WFH is variably termed ‘telework’, ‘telecommuting’, 
‘remote working’, ‘e-work’, and ‘virtual work’ [6]. In 
addition, pertinent to the Covid-19 context, business 
continuity and resilience is, or should be, a driver for 
WFH as benefits in both these areas are evident in the 
literature [6]. Existing work from home literature 
focuses on the assumption that remote e-workers 
operate from home intentionally for a variety of reasons. 
Taking care of home tasks, lowering travel time, and 
avoiding distractions are some examples [2,6]. There is 
also a "power gap" between the head office and the 
home office. Remote e-workers are frequently 
marginalized in comparison to their in-office 
counterparts, resulting in feelings of social and 
professional isolation, missing informal learning 
opportunities, and decreased business support [6,7]. 
Many large firms have begun to use complex 
organizational patterns such as global virtual teams and 
networks to improve the quality of collaboration and 
choices in recent years. In virtual teams, organizational 
members use technology to interact and collaborate 
regardless of geographical and organizational 
boundaries. 
Agency theory is an economic theory that views the 
firm as a set of contracts among self-interested 
individuals. An agency relationship is created when a 
person (the principal) authorizes another person (the 
agent) to act on his or her behalf. Issues arise in this 
relationship based on the risk that the agent will act 
opportunistically and not act in the best interests of the 
principal. Therefore, a contract or agreement should be 
designed to eliminate or reduce the potential of the agent 
acting opportunistically. The nature of an agency 
relationship is that the principal delegates authority to 
the agent and cannot observe the agent's actions. 
However, the principal controls the agent's actions 
through contract arrangements. 
Problems arise in the arrangements due to different 
goals and information asymmetry of the principal and 
the agent. Information asymmetry results from IS 
professionals having a much greater understanding of 
the technical requirements of systems development. An 
IS professional's information advantage may lead to two 
problems known as moral hazard and adverse selection. 
Moral hazards occur when the IS professional exhibits a 
lack of effort, while adverse selection occurs when the 
IS professional misrepresents his or her ability to the 
manager. 
The agency relationship between a manager and 
software professional involves the costs of monitoring, 
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coordinating, and experiencing residual loss. 
Monitoring costs are incurred by the user to ensure that 
the IS professional is not taking advantage of the 
agreement. For instance, this includes such costs as 
reviewing and evaluating the progress of project plans 
and budgets. Coordination costs involve the expense to 
the organization of organizing the activities of the IS 
professional. This would include any meetings or 
communications that are initiated by the manager to 
coordinate the systems development project. Finally, the 
manager's residual loss is the amount of loss that 
the stakeholder experiences because the IS professional 
has different interests and the optimal system is not 
implemented. 

Agency theory predicts that when an employee 
works in the office, the firm has perfect knowledge of 
the productivity of the employee, and therefore offers to 
pay a constant wage determined by that level of 
productivity. Furthermore, assume that location can 
affect productivity independent of effort level, such that 
office-workers may be more productive than 
homeworkers, and vice versa.  

2.3. Leadership under Risk and Uncertainty 

Decision rights imply a decision-maker with the 
knowledge needed to make those decisions since a 
decision right specifies who in a firm has the authority 
to make what decisions. Decision rights must be moved 
to the department where the relevant knowledge resides 
(“delegation” solution), or the relevant knowledge must 
be transferred to the locus of decision rights 
(“transmission” solution) [6,8,18]. IT governance, the 
term defined as “specifying the decision rights and 
accountability framework to encourage desirable 
behavior in the use of IT” constitutes the most universal 
and systematic approach to helping to solve the 
problems connected with supporting a business with IT 
in the organizational context. According to Weill, IT 
governance is not about specific decisions about IT but 
about who makes what decisions, who has input, and 
how the decision-makers are held accountable for the 
decisions. IT governance encompasses five major 
decision domains. IT principles comprise high-level 
decisions about the strategic role of IT in business. IT 
architecture includes an integrated set of technical 
choices to guide the organization in satisfying business 
needs. IT infrastructure consists of centrally 
coordinated, shared IT services that provide the 
foundation for the enterprise’s IT capability and were 
typically created before precise usage needs were 
known. Business application needs are the business 
requirements for purchased or internally developed IT 
applications. Last, prioritization and investment 
decisions determine how much and where to invest in 

IT. There are six archetypal approaches to IT decision-
making, ranging from highly centralized to highly 
decentralized. Most companies employ a variety of 
them, using different approaches for different decisions 
[18]. To our knowledge, there is no empirical validation 
of Weill’s IT governance framework in the context of 
an organizational culture that enhances IS resilience 
during an uncertain situation, this will be an important 
contribution of this research. 
"Why do we need leaders at all?" It is true that in many 
instances, the focal point emerges organically. We don't 
need a leader or anyone else to lead us to that point of 
balance. However, there may be occasions when we 
require the assistance of another person. Binmore's 
assertion that we cannot always wait for natural 
processes hints to this: "On a sailing ship in a storm or 
in a nation at war, one can't afford to wait for due 
process to yield a compromise acceptable to all." In the 
same vein, we could say that during times of 
uncertainty, leadership and decision-making authority 
are critical [11]. 

2.4. Game Theory and Decision making under 
Risk and Uncertainty 

We define coordination as a method utilized by 
management to synchronize diverse activities inside the 
organization. It is the force that connects all of the other 
responsibilities performed by management, such as 
planning, directing, organizing, managing, staffing, 
leading, and so on, to make the optimum use of the 
organization's resources. The characteristic of 
coordination includes Integration of individual and 
group efforts. On the other hand, cooperation can be 
defined as a discretionary activity in which two or more 
persons join and work together in the pursuit of common 
goals. In this process, the members of the organization 
make combined efforts, for deriving mutual benefits. 
So, every participant is expected to actively participate 
in the group activity, only then they can be better off. 
Through cooperation, information can be shared among 
participants easily, which increases the knowledge base, 
work performed and resources, in an adept way. 
Cooperation is present in all the levels of the 
organization and takes place between the members of 
the organization [10]. 
Coordinating activity is an important problem faced by 
organizations [10]. Organizational researchers have 
relied on several different approaches to study 
coordination problems. However, one approach that has 
been largely ignored in organizational research is the 
extensive game-theoretic literature, both experimental 
and theoretical, on coordination as well as cooperation 
[10]. A contribution of this paper is to make a similar 
case for using game theory as a tool for studying 
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coordination and cooperation under uncertain time and 
crisis situations in organizations. The goal is not to 
argue that the application of game theory to research on 
organizational coordination should replace other better-
established approaches, but that instead that it is a useful 
complement to other approaches. 
To the extent that advances in behavioral game theory 
improve the predictions and real-world applicability of 
the theory, game theory becomes a more useful tool for 
studying problems in real settings such as organizations. 

2.5. Coordination Games – Battle of Sexes and 
The Stag Hunt 

 An impediment to coordination arises when group 
members have different preferences about 
organizational outcomes (e.g., principal-agent conflicts) 
or individual outcomes (e.g., agent-agent conflicts). 
Many applications of negotiation to organizational 
behavior, for example, address the bargaining problem 
that arises between organization members [3]. A 
common bargaining dilemma has a collection of 
mutually agreed potential solutions as well as an 
impasse or no-agreement point that is worse than any of 
the candidate solutions. To reach a deadlock, all 
bargainers want one of the solution points, but each 
bargainer likes a different point. Because bargainers 
would prefer to agree on some solution rather than none, 
this mixed-motive situation creates a coordination 
problem because there are many possible solutions. The 
original game goes like this: imagine that a man and a 
woman hope to meet this evening but have a choice 
between two events to attend: a prize fight and a ballet.  

The man would prefer to go to prize fight. The 
woman would prefer the ballet. Both would prefer to go 
to the same event rather than different ones. This game 
has two pure strategy Nash equilibria, one where both 
players go to the prize fight, and another where both go 
to the ballet. This presents an interesting case for game 
theory since each of the Nash equilibria is deficient in 
some way, which is demonstrated with payoff matrix in 
Table 1. For example, cell (A) represents the payoff (in 
terms of enjoyment levels) for the woman and man at 
the ballet (she enjoys it much more than he does). Cell 
(D) is the payoff if both make it to the prize fight (he 
enjoys it more than she does). Cells (B & C) represents 
the dissatisfaction if both go not only to the wrong 
location but also to the event they enjoy least—the 
woman to the prize fight and the man to the ballet. 
Another barrier to coordination arises when group 
members have common preferences over outcomes, but 
the best outcome requires a risky action that group 
members do not want to take unless others do. 
Organizational change is like this if it requires members 
to make investments in learning new techniques or 

sharing knowledge that they prefer to make if, and only 
if, others do too. 
 
 

Table 1. Battle-of-the-sexes game. 

 In game theory, the stag hunt, commonly referred to as 
the assurance game, trust dilemma or common interest 
game, highlights a tension between safety and social 
cooperation [10,11]. In his Discourse on Inequality, 
philosopher Jean-Jacques Rousseau proposed the stag 
hunt conundrum. In the most prevalent version of this 
problem, which differs from Rousseau's, two hunters 
must decide whether to hunt a stag or a hare separately 
and without the other knowing [3]. However, both 
hunters understand that the only way to successfully 
hunt a stag is with the assistance of the other. A hare can 
be caught by one hunter with less effort and time, but it 
is worth significantly less than a stag and contains far 
less meat. It would be far superior for each hunter to give 
up total autonomy and minimum risk in exchange for 
the hare's meager payoff. Instead, each hunter should 
choose the more ambitious and considerably more 
gratifying objective of capturing the stag, sacrificing 
some autonomy in exchange for the other hunter's 
assistance and increased might. This circumstance is 
frequently cited as a suitable model for various types of 
social and organizational collaboration.  

Table 2. Stag Hunt game. 

Stag Hunts have one Nash equilibrium that is better than 
the others, but players will choose it only if they believe 
that the other player(s) will do the same. Table 2 depicts 
the outcome of stag hunt game in form of payoff matrix. 

 Ballet Prize Fight 

Ballet 10,5 (A) 0,0 (B) 

Prize Fight 0,0 (C) 5,10 (D) 

 Stag Hare 

Stag 10,10 8,1 

Hare 1,8 5,5 
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3. Research Methodology 

3.1. Research Approach and Design 

This research was conducted as a case study to 
explore the dynamics of the studied phenomenon. Yin 
recommends a case study when investigating "how" or 
"why" research questions and when the phenomenon is 
new [22]. The case study is a suitable method to respond 
to our research questions, how does the involuntary 
working from home requirement due to COVID-19 
affect team collaboration and performance? What are 
the enabling factors to design and implement a hybrid 
way of working in knowledge organizations? And how 
does organizational culture influence IT governance 
performance in global virtual teams in a large 
organization during a volatile and uncertain situation? 
Our phenomenon, global virtual teams, as an 
organizational design is new and has not received 
extensive attention. Also, the Covid pandemic situation 
which caused the global disruption is very new. A 
qualitative approach is more likely to obtain unexpected 
information than the quantitative approach, which is 
more structured and detailed from the beginning. First, 
all interviews were recorded, transcribed, coded, and 
then themes emerged from the interview data analysis 
of the interviews. The categorization of the initial codes 
was mainly based on the concepts of virtual networks, 
IT governance performance, and organizational culture 
dimensions.  

The case study was performed in Jade Software, 
which is a large global Information Technology 
company. In such case studies, a variety of data 
resources such as interviews, archival data, and 
observations are used [22]. We applied a qualitative 
research approach building on the philosophical 
underpinnings of interpretivism to explore how the 
sudden shift to working from home due to COVID-19 
has affected team collaboration and collaborative 
problem solving among knowledge workers in a large 
multinational company. We followed the principles for 
interpretive research developed by Klein and Myers. 

The main source of data for this case study was 
semi-structured interviews and white papers and 
presentations supplied by the company. Also, we have 
used extensive discussion from in-house 
communication channels and a qualitative survey of all 
employees. Most of the interview questions were open-
ended questions and focused on the leadership and 
culture of an organization and the role of IT in 
facilitating virtual teams' performance. A total of 15 
face-to-face interviews were conducted with the key 
leaders including the BoDs of Jade Software between 
February 2020 and June 2022. All interviews were 
recorded and transcribed. After conducting 15 

interviews with c-suite executives and SLG members 
and analyzing the survey results of the entire 
organization (N = 211) there was no more new 
information revealed and the data collection ended. 
To boost the validity and reliability of this research, 
triangulation was done among the data points - 
interviews, Jade Software Employee feedback and 
survey results, and internal documents and channel 
communications via Teams. A qualitative approach is 
more likely to obtain unexpected information than the 
quantitative approach, which is more structured and 
detailed from the beginning. First, all interviews were 
recorded, transcribed, coded, and then themes emerged 
from the interview data analysis of the interviews. The 
interviews were conducted in a semi structured manner 
and were conducted via both face-to-face and Zoom 
because of the social distancing requirements and due to 
participants often being in other countries than the 
interviewers. The interviews were recorded, and notes 
were taken. The average interview took 57 minutes, and 
the audio files were professionally transcribed. 

3.2. Case Description: Jade Software 

It is crucial in designing case study research to 
carefully select a case study site. The focus is on theory 
building rather than theory testing. Towards this goal, 
we have selected Jade Software Corporation because it 
is an exemplar of the theoretical concepts, we would 
expect in the context of IS resilience, and as such is an 
ideal organization for case research whose purpose is 
theory development [22].  

Jade Software Corporation Limited was founded in 
1978 and is headquartered in Christchurch, New 
Zealand. Jade provides digital products and services to 
industries including banking, insurance, manufacturing, 
and retail. With a portfolio of products, supported by 
services, Jade has thousands of clients around the world 
and offices in the United Kingdom, Dunedin, Auckland, 
Christchurch, Sydney, and Melbourne.  

Jade experienced diverse challenges following a 
series of manmade and natural disasters. Jade’s primary 
business operations are located within the disaster zone 
of the 2010 and 2011 Christchurch earthquakes, in 2019 
it was impacted by the Christchurch terrorist attack, and 
between 2020 and 2022 it was impacted by the global 
pandemic and as a result, suffered an unsettling blow to 
business operations. Jade had in place a full-bodied and 
carefully strategized IS resilience plan, and had set up 
special control rooms, as well as established a task list 
and contact tree for emergencies. As they were well 
organized, they quickly adapted to the changing 
environment and successfully met all contractual 
requirements throughout the crisis. Jade’s decade-long 
transformation towards a more participative 
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organization has motivated us to select them to study 
during the Covid-19 crisis. 

Experience informs us that self-managed 
organizations should be well-positioned to handle 
disruption. They rely heavily on employees’ initiative, 
entrusting them and nurturing their autonomy and 
responsibility – key features of any resilient 
organization. Furthermore, they tend to have senior 
employees who adopt a mentoring attitude (rather than 
command and control); empowering and collaborative 
decision-making processes; a strong, shared sense of 
purpose; and significant investment in employees’ 
personal development, far beyond instrumental 
technical skills. Jade challenges the traditional 
hierarchical model by distributing responsibility to 
every employee. 

With this in mind, we spoke with senior executives 
of Jade, an exemplary self-managed organization to 
explore whether and how their structure equipped them 
to deal with the current COVID-19 crisis. Moreover, we 
wanted to reflect on how traditional organizations could 
incorporate aspects of self-management – not just into 
their processes but also into essential elements of their 
culture. As all members of the Top Management Team 
(TMT) at Jade have already experienced a crisis 
scenario, we expect to observe a full, rich range of IS 
resilience planning and decision-making. Also, we 
sought to learn from their experience as to how people 
learn to adapt and how lessons acquired during the crisis 
can make a difference in the future.  

4. Results, Analysis and Discussion  

4.1. Manager-Employee Work from Home 
(WFH) Game 

When companies enable workers to work from 
home, they run the danger of not being able to monitor 
those employees to the same extent that they could if 
they worked in a traditional office setting. Working 
from home undoubtedly evolved in recent years. 
Employees' costs for swiftly and effectively 
communicating with managers and coworkers from a 
distance have dropped considerably. This trend is 
possibly due to the widespread use of e-mail, video 
conferencing software, distributed version management 
systems, and mobile communication via ubiquitous 
cellular communications networks [1]. Version control 
software allows employees' contributions to different 
projects to be clearly and practically quickly quantified 
and identified. These new technologies have most 
certainly aided the transition. 

Agency Theory predicts that the agency conflict 
may be escalated. Agency Theory applies to situations 
where one or more persons (the principals) engage 

another person or persons (the agents) to perform some 
service on their behalf, which includes delegating some 
decision-making authority to the agent. “If both parties 
to the relationship are utility maximizers, then there is 
good reason to believe the agent will not always act in 
the best interests of the principal” [15]. 

Consider the “Work From Home” (WFH) scenario, 
in which the employee (agent) chooses to work solely 
from home, while the manager (principal) prefers to stay 
in the office for better monitoring and control of 
deliverables. Figure 1 shows a model of this game: 
Battle of the Sexes/WFH Game. A conventional 
workplace culture contains reinforcing behaviors that 
establish a Nash equilibrium in the cell located at the 
junction of the bottom row and right column. The 
manager anticipates a work-in-office (WIO) scenario, 
and the employee working from home will comply. As 
a result, the manager receives the reward of 3 in the 
cell's first number, while the employee receives the 
payoff of 1 in the cell's last number. Given the behavior 
of the other, neither will choose to diverge. Failure to 
work in the office results in a -2 payout for the manager, 
whereas the setup results in a payoff of 3. The employee 
receives a payment of 1 if he accepts the provided 
arrangement and zero if he does not. If either player 
disrupted the status quo by changing their preferences, 
it would increase the employee's chances of losing their 
job, reducing the latter's payout to zero. However, the 
payoffs do not require such a response because the 
inconvenience of this activity reduces the manager's 
payoff to -2. As a result of cultural expectations, people 
may anticipate working in the office, resulting in a Nash 
equilibrium of (WIO; WIO). 

In this game, however, another equilibrium exists, 
the WFH Nash equilibrium (WFH; WFH). The 
employee approaches the organization with a WFH idea 
and anticipates that it will be adopted. The manager sees 
no reason to believe that the employee will be difficult 
to monitor under the new technological setup and is 
pleased to support the WFH proposal. The payoff for the 
employee is 3 while the payoff for the management is 1. 
If either of them deviated from this setting, his payout' 
would fall to -2, indicating that the outcome is self-
sustaining. 

 
Table 3. Manager-Employee WFH game. 

 Employee 

WFH WIO 

M
a

na
g

er
 WFH (1,3) (0, -2) 
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WIO (-2,0) (3,1) 

 

  
Figure 1. Manager-Employee Statements. 

Consequently, two Nash equilibria are possible in 
the game. Which Nash equilibrium occurs is often 
difficult to predict, but the past game tends to govern the 
future game. All that we know for certain about a 
Coordination game is that players will ultimately 
coordinate on similar behavior. In the WFH game in 
Table 3, the manager is better off in the WIO 
equilibrium, and the employee is better off when there 
is WFH. The supporting assertions used to compute the 
payoff matrix for the WFH game between the manager 
(principal) and employees (agents) are based on 
interviews done during the pandemic, as shown in 
Figure 1. 

4.2. Employee-Employee Contribute or Defect 
Game 

In the Employee-Employee Game, a common collective 
action problem is the free-rider problem when an 
individual enjoys common benefits without having to 
contribute. A classic example is a group project where 
one person does nothing and the rest of the team does 
the work, which leads to the frustrations of the free-rider 
problem. As more companies continue to work 
remotely, their behaviors and motivations have 
changed. When someone works in an in-person 
environment, they must face their colleagues every day 
and are reluctant to become a free ride on their team. 
Individual payoff structure has an inherently social 
behavior embedded into it. Everyone wants to look good 

in front of the team, and they naturally focus more on 
team success than individual success. 
Let us play the contribute-defect game now. Contrast the 
Nash equilibria in the WFH game with those in Table 4: 
contribute-defect Game. Consider two employees, 
Employee 1 and Employee 2, who are torn between 
being a team player and sharing knowledge and helping 
a fellow employee and concentrating entirely on their 
productivity and working in silos. If they defect (do not 
share knowledge), they both work in silos and get paid 
5. They can build a collaborative team network in which 
they can share knowledge, support each other to produce 
better work, divide and conquer hard problems and have 
someone to talk to in times of difficulty if they both 
Contribute (share knowledge). When they both 
contribute, the payoff is 10. If only one person 
contributes while the other defects, suboptimal 
information sharing dictates a payout of 1 for the 
contributor and 8 for the defector. 

Table 4. Contribute-Defect game. 

Like the WFH game example, this is also a Coordination 
game with two Nash equilibria, (Defect; Defect) and 
(Contribute; Contribute). However, unlike the WFH 
example in which the manager prefers the (WIO; WIO) 
Nash equilibrium and the employee prefers (WFH; 
WFH), in the contribute-defect example both prefer 
(Contribute; Contribute) over (Defect; Defect). The 
contribute-defect example is also a particular type of 
Coordination game called a Stag Hunt (sometimes 
called an Assurance game).  
 We can say that the strategy pair (Contribute; 
Contribute) is Pareto superior to (Defect; Defect). This 
means that (Contribute; Contribute) is best for all the 
players. In Coordination games, communication can be 
vital. Nash equilibria in all types of Coordination games 
are also notoriously “sticky.” Once a Nash equilibrium 
in a Coordination game is established, it is often difficult 
to move to another equilibrium, even if the alternative is 
Pareto superior. That is why the organization culture can 
play an important part in selecting the right Nash 
equilibrium. 
During the months when Jade’s full workforce worked 
remotely due to lockdown, they uncovered some real 

 Employee 

WFH WIO 

M
an

ag
er

 

WFH “Flexibility and choice are the main 
factors.” (SLG#1) 

 

“Working from home helps gives me 
time to concentrate on things that 
need time without interruptions” 
(Employee#1) 

“No open plan distractions when 
you're at home helps to focus. No 
noise, no interruptions, no one walks 
past your that distracts you, no 
chatter.  Better results and less 
stressed to meet individual goals.” 
(SLG#2) 

 

“I have chosen to come into the office 
5 days a week. My WfH setup at home 
is in the corner of the lounge so I can 
get interrupted by other things going 
on. But at the office there are a lot less 
distractions because the majority of 
people are WfH. I find I can 
concentrate better and get things 
done faster with less people at the 
office. I work better in a quieter 
environment.” (Employee#2) 

WIO “I am super passionate to get 
everyone back,” “What we are really 
missing is that creativity, and that 
spontaneity and the ingenuity and 
talking to your teammates face-to-
face. The whole creativity has kind of 
been gutted without people being 
together. I’ve seen a big cultural effect 
of connecting to your co-workers.” 
(SLG#3) 

 

“Being isolated means no distraction 
which means I can go through a large 
amount of work consistently.” 
(Employee#3) 

“I think the remote way of working 
has negatively impacted the team 
collaboration and mentoring 
aspects.” Also, “Productivity is 
through the roof, but it’s over the top 
– it’s too much productivity where 
people are sending emails at 10:00 at 
night or 1:00 in the morning,” he said. 
“You start worrying about burnout.” 
(SLG#4) 

 

“I am a social person. I work better in 
a team environment. Also, a 
structured workplace setup helps me 
to differentiate between home and 
office. It can impact your job 
satisfaction too.” (Employee#4) 

 

 

Employee 1 

Contribute Defect 

Employee 2  Contribute 10,10 1,8 

Defect 8,1 5,5 
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benefits of working in new ways but also recognized 
there were pieces of Jade’s culture and behavior that 
were missing while working from home. As New 
Zealand looked like it was preparing to move down the 
alert level system, Jade recognized they had two 
options. Either they could return to their various offices 
and back to how things had always been, or they could 
be first movers and reimagine their ways of working, 
embracing what they had missed as a culture while in 
lockdown but retaining the positive aspects of remote 
working for their people. They also believed that 
lockdown had accelerated the future of work and 
challenged the previously well-held negative beliefs that 
existed within the working world about remote working. 
Those organizations that didn’t develop and change 
would likely find themselves struggling to attract talent 
in the future and to adapt to the “new normal” of a post-
COVID-19 world. Jade saw huge benefits in breaking 
down barriers and “levelling the playing field” for all 
their people regardless of location. No longer did the 
teams in the satellite offices have to be the only ones on 
screen – there were real benefits for their culture in 
everyone having a similar experience. They reimagined 
their “way of working” to put their people at the heart of 
the work week, embracing their three values: (1) People 
first; (2) Dare to be different; and (3) Live for the future. 
The whole organization was involved in the design and 
implementation of this initiative. Feedback points to test 
out ideas and evolve the model involved everyone’s 
voice to ensure they created something right for Jade, fit 
for purpose, and aligned to their values. Jade's senior 
leadership ensured everyone had a say rather than this 
being a top-down initiative. Key Stakeholders were: • 
CEO & Senior Team – initial design and thought 
process • IT and Business Operational Managers 
(People Leaders) – to test and adapt the initiative to suit 
their teams • All People – to provide feedback and 
ultimately decide if the initiative was something, as a 
culture, they collectively wanted to trial • Jade Board of 
Directors - were informed and had an overview of the 
initiative. The initiative is called “Hybrid Way of 
Working” (HWoW). It is a way of working which has 
evolved, and will continue to evolve, since its inception 
in May 2020. The HWoW is a reimagined way of 
working, tailored to Jade, in line with their values and 
where they are evolving their culture to. It enables their 
people to define where they work and have a level of 
flexibility when they do their hours, to better enable 
them to balance their lives. Emphasis shifted from an 
expectation of an 8.30am to 5pm working day to 
ensuring employees complete their work but in a way 
that works for them, and their team. Communication 
became essential as they balance the good of the 
individual vs the good of the team (collectivism). Jade 
would measure the success of this change and knew 

there would be an element of trial and error as they 
began. Transparency of what's working and what's not 
was critical so they could test, learn, and adjust. The 
central idea on which Jade HWoW was designed: 

“To enable our people to balance the demands of 
work and life. Allowing people flexibility to put their 
wellness and self at the centre of their working week 
which enables better engagement and productivity and 
creating a culture that “levels the playing field” and 
that is "connected no matter where we are, one 
company." 

5. Conclusion  

This research provided an explanatory study to 
answer the following research questions: how does the 
involuntary working from home requirement due to 
COVID-19 affect team collaboration and performance? 
What are the enabling factors to design and implement 
hybrid ways of working in knowledge organizations? 
And how does organizational culture influence IT 
governance performance in global virtual teams in a 
large organization during volatile and uncertain 
situations? This topic was approached in this research 
by performing a case study in a large organization with 
complex functional global networks. The networks in 
this organization are lead in diverse ways, have different 
priorities, and align with different organizational culture 
types.  

The main conclusion of this research is that 
organizational culture does influence the performance 
outcomes of IT governance. The case study indicated 
that the networks need different organizational culture 
types based on the priorities they have for IT governance 
outcomes. It revealed that the clan organizational 
culture characteristics such as teamwork, collaboration 
and member commitments influence the effective use of 
IT for asset utilization and cost-effective use of IT. On 
the other hand, it was evident from the thematic analysis 
that the culture of adhocracy with a focus on innovation, 
open communication, and finding new solutions is 
prioritized, when the focus is on the strategic role of IT. 
Specifically, during a volatile situation the leaders of the 
processes and IT decision making that prioritizes the 
effective use of IT for business growth highlighted this 
type of organizational culture. The center of excellence 
and the network mobilizers are the supporting assets of 
the adhocracy culture. The last theme revealed that 
when the networks focus on the effective use of IT for 
business flexibility, they prefer to foster a combination 
of market and hierarchy organizational culture type. The 
market culture focuses on customer satisfaction and 
quick responses to business needs, while the hierarchy 
organizational culture focuses on control and 
monitoring of the outcomes. 
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While there may be a combination of organizational 
culture characteristics existing in an organization, 
different networks may foster one type of culture based 
on their priorities and that influences the outcomes of 
their IT governance. Another important contribution of 
this research is the use of game theory to address the 
coordination and cooperation problems in organizations 
during Covid time. Game theory is a useful tool for 
organizational research. Some of the benefits of this 
interdisciplinary approach have been realized, but one 
area of organizational research where it has been largely 
ignored is coordination and team cooperation. The 
purpose of this paper has been to argue that a game-
theoretic approach to organizational coordination can 
serve as a useful complement to the other approaches 
used by organizational researchers. Game theoretic 
models allow us to both explore precise definitions of 
coordination problems and classify their sources. It is 
possible to represent coordination problems as 
organizational researchers have discussed them in 
simple game-theoretic terms and from this exercise gain 
insights into how they might be solved. 

As with any other research, this research has some 
limitations. First, this case study was conducted in one 
organization. This organization included several virtual 
working teams with different types of organizational 
cultures making this case complicated. On the positive 
side, the findings are based on the opinions of the 
network leaders as well as the network members. It 
requires using organizational intelligence to understand 
when we deploy tightness and when we deploy 
looseness. And our optimistic view is that we're going 
to learn how to communicate about threats better, how 
to nudge people to follow rules, so that people 
understand the danger but also feel empowered to deal 
with it. Directions for future research could be more 
detailed studies on the organizational culture of global 
virtual teams from multiple organizations and how it 
influences the decision making around Hybrid way of 
Working. Furthermore, the findings of this study can be 
used for future research on suggestions for 
organizational culture changes to improve IT 
governance performance in organizations. 
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