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ABSTRACT: The modern banking has never been exposed to event similar to the pan-
demic of Covid 19 and the massive disruption in different areas of operations due to
this event. Until actual health crisis, within their regular activities the banks performed
different stress test scenarios including continuity planning as a measure of providing
normal operations. The human factor has never been under particular observation in
terms of organizational changes that have to been done in case of potentially massive
unavailability of working force, as well as its deployment in safe environment. In the
attempt to contain the spread of the virus physical or social distancing recommenda-
tions were implemented, that resulted with temporary working from home or alter-
native working arrangements.

The aim of the paper is to discuss the challenges of introducing working from home,
such as different aspects of telecommuting and the historical perspective of past at-
tempts for this organizational model. Hence, the paper will elaborate the advantages
and disadvantages of work from home, as well as post covid prospective. It focuses
on the aspect of physical dimension of work, comparing banking with other sectors,
operations that can be done remotely, physical presence dependable operations and
factors influencing these segmentations. Relevant literature indicate that there are
high expectations about accepting work from home or using the hybrid model in the
post covid period.

A survey with bank management participants was carried out, using questionnaires as
a method of data collection. The survey presents how telecommuting is perceived in
terms of productivity, scale of absenteeism and reduction of cost, value added to the
bank operations and other important aspects of telecommuting. It is exploring the
potential and expectations of the banks in North Macedonia for potential introduction
of post-pandemic work from home.
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INTRODUCTION

The impact of modern technology on
employment in banking has been in the
focus of numerous institutions research-
ing the telecommuting in wider sense, as
well as telework and how it can be imple-
mented to improve the banks operations,
shareholders value as well as wider social
benefit.

The pandemic of Covid 19 has, for the
first time, elevated the importance of the
physical dimension of work, importance
of massive introduction of remote work
where ever it is possible and it intensified
the researches about the future possibil -
ities for all forms of telecommuting.

Based on that the Social Partners in Eu-
rope put effort in implementing telework
and that led to a first Joint Declaration
on IT Employability (2002, assessing re-
search that started 1999).

The study Telework in the European Un-
ion (EUROFUND, 2010) was used by var-
ious European sectors in order to con-
clude agreements related to telework. In
the recent years developments were also
reflected with support of the European
Social Partners at the ILO Global Dia-
logue Forum on “Challenges and Oppor-
tunities of Teleworking for Workers and
Employers in the ICTS and Financial Ser-
vice Sectors”, in Geneva, 24 - 26 October
2016 (referred to as ILO Global Dialogue
Teleworking 2016).

Against this background, the Social Part-
ners of the Banking Sector agree to is-
sue Joint Declaration on Telework to re-
flect those effects of Digitalization in the
Banking Sector that are specifically re-
lated to telework.

Covid 19 emphasised few different so-
cioeconomic areas with uncertainty of
future development, among which re-
mote work and virtual interactions,
digital transactions and deployment of
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automatization. They surfaced as fac-
tors influencing the next organizational
trends in banking.

This paper focus on the remote work as
a huge potential for improving the per-
formances and value added to the organ-
izations, especially the banking. It cov-
ers the factors influencing the increas-
ing potential of this trend, the banking
as sector favourable for remote work in
comparison to other sector, advantages
and disadvantages of work from home in
the banking and a necessary adjustments
that have to be undertaken in order to
make this kind of work feasible.

Prior to the Covid 19 pandemic Mace-
donian banks did not have significant
share of work from home in the whole
organization of activities. In spite of the
fact that since the year 2000 most of the
banking operations are computerized the
issue of organized transfer of activities
out of the bank’s premises was not pro-
vided on organized basis.

Generally, the factors that favourably
influenced the implementation of tele-
commuting are increased investments
in digital technology and infrastructure,
declining technology and telecommuni-
cation costs, increased use of computers
in the workplace, organizational goals
of the increasing productivity and other
nontechnical factors. Most of these fac-
tors were present in the banking environ-
ment in North Macedonia as in the recent
years most of the banks heavily invested
in the digital technology and infrastruc-
ture. Beside the computerisation and
technology, external infrastructure was
provided with stable connections, prop-
er IT security, channels of data exchange
and distribution with most important in-
frastructure financial organizations such
as The Clearing House, The Central Bank,
The Securities Depositary, The Macedo-
nian Stock Exchange, the payment card
providers, SWIFT etc.



All of these reasons as well as some other
blurry legal issues regarding the working
contracts of the employees were reasons
behind the absence of work from home or
other form of remote work in the banks
in North Macedonia.

The idea behind this paper is not just to
present the findings of current situation
in Macedonian banks regarding work
from home as one of the pandemic con-
sequences, but to explore the attitude of
the managers for this new form of or-
ganization. Within the research part of
the managers interviewed are members
of the Management Boards as important
decision makers than can influence on
the future of this form of organization.
The aim of the research is not just to see
where are the banks in terms of imple-
mentation of this form of work, but also
to find out what are the next steps to be
undertaken for understanding how to
accelerate the implementation. The ul-
timate goal should be providing neces-
sary knowledge of the obstacles that may
impede the process and activates needed
to trace a path for rethinking and imple-
menting telecommuting at larger scale.

CURRENT SITUATION FOR SOCIETY AND
THE BANKING SECTOR

As concluded by ILO Global Dialogue
Teleworking 2016 (p. 15, Table 5) soci-
ety can benefit from telework, because
it is environmentally friendly (reduced
pollution and stress on infrastructure),
creates employment opportunities in re-
mote areas and for persons with disabil -
ities, and enhances global collaboration.

Sectors with high informational compo-
nents, such as banking are most compati-
ble to telework, especially having in mind
the work-flow in this sector. This char-
acteristic of the banking operations, in
combination with life style and computer
literacy across Europe made telework a
widespread phenomenon in the European
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Banking Sector and it is observed in many
different forms of flexibility.

The European Social Partners in the
Banking Sector understand Telework to
be a form of organizing work where tasks
are performed with the support and the
use of secure ICT devices and ICT-in-
frastructure outside a locally fixed em-
ployer environment. Therefore, telework
is a way of working using information
and communication technologies that at
least in part is performed from home or
in satellite offices or any other fixed lo-
cation on a continuous basis.

This can be considered as a step towards
the provision of improving the possibil-
ity to combine work and social and fam-
ily life; another contributing factor to a
better work/life balance. Telework may
create an opportunity to optimized use of
resources.

Home-based work is regarded as a po-
tential instrument for improving work-
ing conditions and the general quality
of working life, as well as contributing
to the sustainability of communities
(Gurstein, 2001) Socially it has implica-
tions for community patterns, the trans-
portation system, child care services,
and a variety of work-related resources.
If a significant portion of the population
were encouraged to telework, it could
have a major effect on the decentraliza-
tion of corporations.

The literature regarding the attitude and
acceptance of telework or telecommuting
by the employers and employees shows
that there is a large variety of different
attitudes and depending on different
factors it has different acceptance. The
millennials are the most attracted group
versus baby boomers that are more office
oriented.

The parallel trends of workplace digital-
ization as well as increased demand of
work and life balance can be considered
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common drivers of telework across Eu-
rope. However their forces do not un-
fold evenly over all countries and sectors.
Comparative studies on regulatory barri-
ers to working time and workplace flex-
ibility highlight a strong split across Eu-
rope. The Nordic countries, Sweden and
Denmark in particular, are found to com-
bine generous social security for parents
and elderly with regulatory framework
and working culture that allows for flex-
ible coordination of paid work and pri-
vate life. Southern and Eastern European
countries, such as Greece, Italy, Portu-
gal, Span and Czech Republic, Hungary,
Poland and Slovakia are categorized by
a lower level of formal flexibility and an
emphasis on presentism. Central Euro-
pean countries most prominently Ger-
many, fall in-between those two poles
(Chung et al.2007; Goudswaard et al 2013;
Muffels and Lunjikx 2008; Wilthagen and
Tros 2004).

This form of organization is covered in
terms of status of the related parties,
both employees and employers in cer-
tain regulatory frames and it has already
established status in EU, as well in some
non EU countries.

In that regard, telework can be voluntary
and reversible both for the employee and
the employer. It can be part of the orig-
inal job description, if it is not, the em-
ployee have the possibility to either ac-
cept or decline the offer of teleworking
according to national law and collective
bargaining practices. Employees should
have the possibility to request the option
of teleworking. Employers’ and employ-
ees’ representatives may agree in princi-
ple that the flexibility aspect of telework
may be managed in collective and/or in-
dividual agreement within the context
of what is deemed good practices in the
framework of the applicable collective
agreements at national and/or company
level. (EBF, 2017)

In same context and regarding the em-
ployment conditions, teleworkers benefit
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from the same rights, guaranteed by ap-
plicable legislation and collective agree-
ments, as comparable workers at the
employer’s premises. This includes par-
ticipating in and standing for elections
to employees’ representative bodies or
providing worker representation apply
to them. Employee teleworkers are al-
located and included in calculations for
determining thresholds for employees’
representative bodies in accordance with
European and national law, collective
agreements or practices.

Certain pattern of telework or mobile
telework distribution is also recogniza-
ble across economic sectors: teleworks is
relatively scarce in sectors which require
the employee to work ate a fixed work-
place in order to perform work relat-
ed tasks (for example: manufacturing),
while sectors with high ICT dependence
and more flexibility for working loca-
tion show a larger incidence. Data for the
Netherlands for instance, shows tele-
work is most prevalent in information
and communication (42%) financial and
insurance activities (36%) as well as pro-
fessional, scientific and technical activi-
ties 28%) (Messenger, 2019)

BANKING AND TELECOMMUTING IN
PANDEMIC AND POST-PANDEMIC
PERSPECTIVES

The banking can be considered as one of
the sectors that partially depend on phys-
ical proximity at work. It is the first time
in the recent history that the importance
of physical dimension of work is crucial
for the operations, as it has been elevated
by the pandemic of Covid 19.

In order to manage different types of
risks banks perform different scenarios
of interruptions in the daily operations,
shocks in different economic and finan-
cial categories on the balance sheet in
order to determine the resilience of the
banks to different risk factors that may



influence on all kinds of performance,
operational as well as financial.

Publishing the document “High Level of
Principles for Business Continuity” in
2006, the Bank For International Set-
tlement in Basel set the rules for organ-
ization of the operations in case of dis-
ruptions. “Major operational disruptions
can result from a wide range of events,
such as earthquakes, hurricanes and
other weather related events, terrorist
attacks and other intentional or acciden-
tal acts that cause widespread damage to
the physical infrastructure. Other events,
such as technology viruses, pandemics
and other biological incidents may not
cause widespread damage to the phys-
ical infrastructure but can nonetheless
lead to major physical infrastructure in
other ways. Events whose impact is most
significant are referred to as “extreme
events”. They involve one or more of
the following: the destruction of, or se-
vere damage to, physical infrastructure
and facilities; the loss or inaccessibili-
ty of personnel; and, restricted access to
the affected area. (Basel Committee on
Banking Supervision, 2016)

Based on these document as a Guide for
providing business continuity, most of
the banks in the word easily and smooth-
ly transferred their operations providing
safe environment for their employees
and continuing services to their clients.
Never the less, it is a fact that remote
work of such large scale has never been
performed this way ever before. The re-
organization done due to the pandemic
and introducing remote work surfaced
three groups of activities and trends that
will gain in their importance in the near
future: remote work and virtual interac-
tions, e-commerce and digital transac-
tions and deployment of automation and
Al

The use of digital transactions on a larg-
er scale was one of the prerequisites for
implementation of remote activities of
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all kinds including different types of
services offered to the clients in area of
payment services, corporate banking,
retail services, investment banking etc.
Digitalization also contributed to inter-
actions between co-workers, employees
and managers, within the management
teams etc. providing undisturbed organ-
ization of meetings, exchange of all kind
of documents, information and data as
well as efficient decision making. The
use of digital platforms such as WebEx,
Zoom, Microsoft Teams facilitate and
support all kinds of virtual gathering, no
matter whether it is a sole meeting, con-
ference or other kind of intrapersonal in-
teraction.

The focus of this document is mostly on
the perspectives of telecommuting and
work from home in the banking, with at-
tention to the banking in the Republic of
North Macedonia.

Analysing banks operations and differ-
ent types of activities we can see that in
the banking there are a lot of possibilities
of reorganization of operations in terms
of physical proximity as one of the most
important factors influencing the tele-
commuting in time of pandemic. The sole
nature of banking and interactions with
clients impose certain degree of physi-
cal proximity. As the physical proximity
may be factor influencing possibility for
remote work with some types of activi-
ties it is important to have in mind what
does it mean in terms of organization of
different kind of work.

Physical proximity means that the sub-
ject giving the service and subject given
the service are physically close enough to
see, hear, communicate, and give what-
ever is needed to each other without re-
liance on an electronic device such as a
telephone, computer, video camera, or
facsimile machine. This is presented re-
garding the activities in the business, le-
gal or banking but it is almost equal when
it is regarding other sectors.
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Most of the sectors have different phys-
ical proximity needed, but in the period
of the pandemic of Covid 19 this surfaced
to be of utmost importance in term of
spread of the virus.

The research performed (McKinsey
Global Institute2020) based on the phys-
ical proximity score different sector are
scored differently which make them fa-
vourable or not favourable for work re-
mote work. The scoring is done based on
physical closeness, frequency of interac-
tions, exposure to strangers, indoor work
and site dependant. The overall physical
proximity score shows that out of ten
different areas with rather wide defini-
tion of activities, the highest score have
medical care, personal care, on site cus-
tomer interactions (retail stores, banks),
leisure and travel. Lesser score is given
to home support, indoor production and
warehouse, computer-based office work,
classroom and training, transport of
goods and outdoor production and main-
tenance. So, based on this the high score
that banking gets related to the work with
customers is mostly due to high frequen-
cy of interactions, exposure to strangers
and indoor work. But in the same, time
a part of the banking activities that go
under computer based office work, of-
fices and headquarters, has lower over-
all score, mainly due to the low physical
closeness, low site-dependant work and
relative low exposure to strangers.

Based on these elements banking can be
treated as sector with high potential for
increasing telecommuting or hybrid or-
ganization of work where depending f
the typo of banking activities work from
home can have larger share in the time
frame of organization.

Virtual business meetings and digital co-
operation among co-workers were new
way of interacting and this was introduc-
es as new norm in the time of pandemic
in all the computer based office activities.
These are mostly activities with lowest
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requirements for onsite dependant work
because the workers in it are mainly an-
alysts, financial managers, accountants
etc. and these arears of operation do not
require special equipment, aside of com-
puter infrastructure. In most cases in
these kind of activities in the banking
significant part of human interactions
can be done virtually.

Some estimations done in the same re-
search says that it is estimated that 70
percent of time could be spent working
remotely without losing effectiveness.
Taking into consideration these findings
in combination with additional estima-
tions done it is expected that about 20
to 25 percent of the workforce in the ad-
vanced economies could work from home
three to five days per week. This data en-
visaged huge potential for different kinds
of savings, in terms of cost reduction, as
well as changes in the organisation of
work for increasing productivity and im-
proving employee’s satisfaction.

All of the above stated can be achieved
only if significant part of the environ-
ment is digitalized, speaking not just
about the bank and other supporting in-
stitutions, but also majority of the bank’s
clients.

There are numerous advantages and
disadvantages regarding the work from
home, both from the employee’s per-
spective as well as organization’s per-
spective. Generally this form gives au-
tonomy and flexibility over work sched-
ule, eliminate or reduce unnecessary
commute time, saves time and money
spent on transportation, parking, work-
ing attire, provide higher morale and job
satisfaction etc. But in the same time it
may influence on the distinguishing the
line between work time and home time,
increase the isolation from workplace
social network, it may rise the problem
with technical support, influence on the
feeling developed between workers and
managers and co-workers due to lesser
personal communication etc.



From the organization point of view the
most important advantages refer to cost
cutting, stimulation and motivation of
the employees in nonmonetary sourc-
es, lower employee’s absenteeism and
improved employee productivity. The
challenges that may be faced are mostly
detected in the controlling area like dif-
ficulty in employee performance moni-
toring, problems in productivity meas-
urement, difficulties in fostering team
synergy, certain problems in employee’s
social networking and team building etc.

The hybrid form of organisation of work
involving work from home can be imple-
mented in areas and organizations that
are committed to trust employees, em-
powering individuals to make decisions
and measuring the results rather than
valuing “face time”.

There are differences between the posi-
tions and due to that not all of them are
suitable for remote work. Activities in
front office or sales will have difficulties
in performances compared to analytical
tasks, and there are plenty of such posts
that need thorough examination before
deciding for or against remote work. This
is similar with the individuals with dif-
ferent personalities as not every indi-
vidual is suitable to work remotely or to
manage workers remotely. So, the ade-
quate assessment of type of person and
job—fit is a prerequisite for determining
whether that person is suitable for re-
mote work.

Having in mind the wide spectrum of ad-
vantages and challenges of introducing
work from home, the decision making
process to introduce it, to make hybrid
form or not to consider it at all should
covered all of the specifics in different
arears that can be targeted for work from
home. As it will certainly influence the
relationships between co-workers gone
viral, between employees in the office
and the employees working from home,
employees and managers and other or-
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ganizational issues, prior to implemen-
tation it is important to consider how
it will impact the dynamics of the or-
ganization in order to mitigate the re-
sentment between different positions in
terms in office and at home. In that man-
ner adequate training is very important
for introducing work from home.

In Belgium KBC bank provides another
example of how telework company prac-
tices can have positive impact on work-
life balance. The company introduces
a new work organization plan in 2010,
in which three possibilities are offered:
working in a more decentralized manner
by creating satellite offices in admin-
istrative buildings of the bank closer to
employees homes: facilitating telework
by providing laptops and mobile phones
and introducing flex desks. The number
of home- based teleworkers in the bank
isincreasing year by year. One of the con-
ditions is to be at employer’s premises
for at least three days a week. Telework
is not possible for those who work less
than 70 % of a full time job. The result
of an employee satisfaction survey show
work-life balance has increased for 87%
of teleworkers there. In addition, 83%
said that they can work with greater con-
centration, 72 % feel less stress at work
68% are more motivated and 62% can
better organize their work. (Messenger,
2019)

Our findings suggest that the future of
work will be increasingly hybrid. And this
present both challenges and opportuni-
ties: to reimagine the entire employee
experience and to create conditions that
allow employees to thrive in the work-
place of the future — one that will be far
less office centric. This means develop-
ing hybrid working models that enable
employees to move seamlessly between
onsite and remote work, as well as think-
ing about the appropriate physical space-
both size and shape- for the hybrid office.

This crisis has presented once in a
life time opportunity to reinvent the
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workplace. Things that once have seemed
impossible have proved surprisingly
workable. With collaborative productivity
essential to innovation, the changes that
will enable companies to become more
competitive and given employee desires
for flexibility, the changes will also allow
companies to recruit and retain the best
talent.

OPPORTUNITIES FOR TELEWORK IN THE
BANKING SECTOR IN NORTH MACEDONIA

Having in mind other countries experi-
ences, especially in the banking sector it
is important to research the current ex-
perience of this form of organization in
the Macedonian banks. This is also an
opportunity to explore the future pros-
pects of a telework in its sole form or as
work from home as a hybrid form. The
effort that banks put in reorganization in
the past eighteen months gives credit to
introducing this model in the future and
to benefit from the advantages that it can
offer for the banks in North Macedonia.

Prior to the Covid 19 pandemic Mace-
donian banks did not practice any kind
of work from home as an option in the
whole organization of activities. At least
at the moment there are no resources
confronting this statement. During the
pandemic of Covid 19 in the process of
preserving public health as well as health
of the employees banks reorganize the
banking activities introducing forms of
work from home, supported by modern
ITC practices.

The factors influencing the introduction
and utilisation of remote work practices
are almost the same as in any other coun-
tries, such as ITC development, regula-
tory framework, experiences and habits,
both of the employers and employees and
other relevant issues (human resources
availability for that kind of work, fluctu-
ations in workforce related to new gener-
ations, brain drain processes etc.)
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The adequate ICT is as relevant for banks
in the North Macedonia as in any oth-
er environment in spite of the fact that
since the year 2000 most of the banking
operations are computerized the issue
of organized transfer of activities out of
the bank’s premises was not provided on
organized basis. The banks were mainly
focus on improving the level of informa-
tion technology, use of the modern ICT
solutions in day to day operations, intro-
ducing e-banking, mobile banking, im-
proving the ICT literacy of the employ-
ees, providing IT security, etc.

Inthatregard in the banks we can find ev-
idence that the banks had heavily invest-
ed in ICT in the past years strengthening
their position and improving ICT capaci-
ty. This is not a research about the status
of past investments in ICT by the banks
and only one illustration will be used to
support the statement. Without calcu-
lation of the investments in hardware
and communication facilities according
the data from the central bank (NBRNM,
2021) we can see that the investments in
software in the ten year period expressed
as a book value of the software shows
significant increasing. The total value of
software in the whole banking system as
of Jun 2021 is 3.123 million denars which
compared to Jun 2011 when it was 1.707
million denars represent 83% increase.

Beside the computerisation and tech-
nology, external infrastructure was pro-
vided with stable connections, proper IT
security, channels of data exchange and
distribution with most important infra-
structure financial organizations such as
The Clearing House, The Central Bank,
The Securities Depositary, The Macedo-
nian Stock Exchange, payment card pro-
viders, SWIFT etc.

Additionally to the ICT investments and
improvements in the banks, and the
whole ICT environment in North Mac-
edonia there are additional factors that
can positively contribute to introducing



telework. The level of digitalisation of the
customers experience is important fac-
tor than can support the level of services
to the customers done digitally without
need for physical presence. As a positive
illustration we can use the data of cred-
it transfers prior to the pandemic and as
of Jun 2021. In the denar payment oper-
ations in the whole banking system, the
participation of the paper based transfers
prior pandemic was bigger than electronic
transfers showing 56% versus 44%. This
share is changed as of Jun 2021 with equal
participation of both paper and electron-
ic transfers. But the trend is in favour of
electronic transfers showing that as of
Jun 2021 on semi-annually basis the total
number of electronic transfers increased
for 29%, while paper based transfers re-
main the same as 2019.

The next factor influencing the options
for introducing telework is a regulato-
ry framework mostly referring to a legal
ground for working contracts. The work-
ing contracts covering all the aspects of
protection both for the employers and the
employees, are of utmost importance for
the benefit of involved parties. The Mac-
edonian legal frame can be valued as poor
regarding the coverage of the work from
home options.

Within the Republic of North Macedonia’s
national legislation at present, the single
relevant provision regulating this matter
is provided within the existing Labour Re-
lations Law, whereby Article 50 regulates
a type of “work at home” arrangement
by a ”Home work employment contract”.
This form of arrangement of contractu-
al employment means that the employee
performs the work within his/her home or
within premises of his/her choice that are
outside the business premises of the em-
ployer. That is, this form of contractual
arrangement of employment excludes the
possibility of the employee performing
his/her job within the employer’s prem-
ises (head-office or subsidiaries).
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As stated in the Labour Relations Law,
The Home work employment contract
are mentioned in Article 50 stating:

(1) Home work shall mean work that the
employee carries out in his/her home
or in other premises of his/her choice,
other than the workplace of the em-
ployer.

(2) By virtue of the home work employ-
ment contract the employer and the
employee may agree that the em-
ployee shall carry out the work within
the scope of activities of the employ-
er, or which is required to pursue the
activity of the employer, at his home.

(3) The employer shall submit the home
work employment contract to the la-
bour inspector within three days upon
the date of entering into the contract.

(4) The rights, obligations and condi-
tions that are determined by the na-
ture of the home work shall be agreed
by the employer and the employee in
the employment contract.

(5) The employee shall be entitled to a
reimbursement for the use of his own
resources for home work. The amount
of the reimbursement shall be defined
by the employer and the employee in
the employment contract.

(6) The employer shall ensure the condi-
tions for occupation safety and health
in the case of home work

There is no provision in the General Col-
lective Agreement for the private sector
within the economy that regulates this
legal practice.

The situation with Covid-19 raised issues
related to this practice.

The Government of the Republic of North
Macedonia adopted a “Decision on Pre-
ventive = Recommendations, Interim
Measures, Succeeding Measures, Intend-
ed Protocols, Plans and Algorithms for
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Action to Protect the Health of the Pop-
ulation from the Infectious Disease Cov-
id-19 Caused by the SARS-CoV-2 Cases
and Related Time Period of Their Appli-
cation”, which was updated as a consol-
idated text on 04.11.2020 (“Official Ga-
zette of RNM, No0.263/20”’), and in which,
in Chapter II. General preventive recom-
mendations, in Article 3, paragraph (1),
item 14 prescribes:

“14. The course and the principle of the
work and the work process is to be or-
ganized through work in shifts, teams,
or remotely (at home), thereby reducing
the flow of persons within the working
premises, without disturbing the stand-
ard and current functioning of the work
system”.

Based on the above stated it can be con-
cluded that there is plenty of room for
improvement of the regulatory frame-
work and that might be limiting factor
for further development of any form of
work from home as long as it is not im-
proved. Based on the findings and re-
searches presented about this issue in
the previous parts of this research we can
see that in the international practice the
legal ground for organising work from
home is prescribed in details.

A new Labour Relations Law is in the pro-
cess of being drafted, which, among oth-
er things, will need to regulate the issues
related to this principle in more detail.

In addition, it will be necessary to distin-
guish two definitions/situations (possi-
bly more) in relation to certain forms of
this practice, such as:

- “Home work”, as now regulated by Ar-
ticle 50 - “Home work employment con-
tract” within the existing Labour Rela-
tions Law, when the employee performs
the work within his/her home or within
premises of his/her choice that are out-
side the employer’s business premises,
and- “Work from home”, which should
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designate a broader form of contractual
arrangement of employment and which
would provide an employee with the op-
portunity to work within the employer’s
business premises (head-office or sub-
sidiaries), but, due to certain situations:
the situation with the Covid-19 virus,
certain activities by the employer, a des-
ignated section of IT employees, etc.,
could provide for the employee to per-
form work and work related tasks from
home for a designated period of time.
Namely, with this form of contractual
arrangement of the “Work from home”
employment relationship, the contract-
ing parties will be able to regulate the
mutual rights, obligations and responsi-
bilities for performing work by the em-
ployee within the employer’s business
premises, as well as the possibility for the
employee to perform work from home,
i.e. to perform work within his/her home
or within premises of his/her choice that
are outside of the employer’s business
premises. Furthermore, the issues that
would arise out of with this new form of
contractual arrangement of employment
would be the following: the equipment
that the employer should provide, in-
stall and maintain, reimbursement to the
employee of any other costs in relation
to his/her performance of work related
tasks; the manner of professional train-
ing of the employee; providing health
and safety related working conditions,
manner of cooperation and communica-
tion with other employees, access to in-
formation such as other employees, and
other elements in relation to successful
performance of this type of work. The
issues that need to be regulated are the
scheduling and redistribution of work-
ing hours, vacation time, issues related
to the scope and deadlines for execution
of work and work tasks, as well as issues
related to the submission of work-relat-
ed reports.

As pointed out, these issues are expect-
ed to be discussed and regulated in more



detail by the new Labour Relations Law,
which is in the process of being drafted.

Another important factor influencing the
introduction of telework in North Mace-
donia is related to the human resources
in terms of expectations and affections of
the new generations. North Macedonia is
facing tremendous problem of constant
outflow of students, graduates and young
professionals. Brain drain is not avoiding
the labour market in North Macedonia
and we are witnessing worsening of the
current situation at daily basis. Without
discussing this problem and reason for it,
we focus on the important improvements
that have to be done in the future in order
to alleviate the going concern.

Most of the young people we are discuss-
ing are members of the group called mil-
lennials and Z generation and in North
Macedonia the characteristic of these
generations are not different as in any
other country in the world.

According some researches (Gallup,
2020) millennials don’t see much dis-
tinction between their job and their life,
they expect flexibility and work-life bal-
ance. For this generation itis easy to make
decision for job change, as well as quickly
bail on companies that don’t meet their
definition of life well-lived. Millennials
are the least engaged age cohort, with
highest rate of turnover and with lowest
rates of wellbeing. The same research,
shows that since the onset of the pan-
demic, the number of days spent working
from home has doubled across the entire
workforce. The majority of remote work-
ers in the USA were millennials: 52%,
29% Ge. X and 17% baby boomers.

Macedonian millennials are no different
than any others and their expectations
have to be recognized, especially in scat-
tered workforce environment, with trend
of brain drain. In the banks in North
Macedonia want to provide and keep
workforce with high skills and good ed-
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ucation it will inevitable forced to recruit
it from the millennials and generation Z
and to meet their expectations. Telework
or work from home is one of the most
wanted organizational forms for new
generations that meet their definition of
life well lived.

RESEARCH

In order to explore the experience of the
banks and the potential for continuity in
remote work, or work from home through
the Macedonian Banking Association a
Questionnaire was given to the group
of managers, members of the relevant
commissions within the Association. The
interview (questionnaire) was conducted
in written form with 54 managers from
different managerial levels in the banks
in the RNM, out of which 10 are members
of the Management boards. They were
asked to present their personal views on
some basic questions regarding the work
from home, having in mind that the pan-
demic period is the first time experience
with this kind of organization in banking
sector in the RNM. The starting point of
the research was the period of the pan-
demic and the activities undertaken in
that regard. The questions were focused
on organizational issues while pandemic
and expectation post-pandemic, espe-
cially potential for future developments
in this area. Additional comments re-
garding the situation and how the banks
manged to cope with new organisation
are presented given the overall environ-
ment, continuity in business of the banks
public reactions of the stakeholders to
the bank’s services.

As the first challenge in the pandemic
period was how the work was performed,
having in mind proximity needs, the
managers were asked how they have or-
ganized the work in terms of fully work
from home with branches open, com-
bined office and work from home and
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office only operations. Most of them or
ninety five percent answered that they
have combined working.

Asked about the problems that were faced
in term of organization of the work, ma-
jority of the participants said that they
had minimal problems; just three of
them said that they had significant prob-
lems and nine said that they did not ex-
perienced problems at all.

Speaking about kind of problem that they
had experienced, most of the participants
said that the problems were of techni-
cal nature, mostly lack of the laptops,
network approach, lines etc. Just four of
them said that there were reactions of the
employees, and nine of them said that
there were no problems at all. Additional
research showed that the main problem
that banks faced was related to the lack
of laptops on the market and long time
of delivery by the vendors, as the banks
have rigid policies regarding the use of
private laptops for official use, as well as
VPN lines and approach to the banking
platforms and databases with high level
of security.

Asked about additional technical pur-
chases for supporting work from home,
most of the participants or eighty nine
percent said that there was additional
purchasing of IT equipment for providing
undisturbed and safe access to the bank-
ing network. In case that the manger an-
swering the questionnaire is not familiar
with technical issues they were asked to
provide information about purchases of
IT equipment from the appropriate or-
ganizational parts in their banks.

Next questions are related to the employ-
ees’ reactions and performances during
the pandemic and work from home as
the further discussions with banks em-
ployees as well as employees in other fi-
nancial institutions show that there is a
big interest among them for work from
home.
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Around half of the interviewed managers
or fifty four percent, said that according
their knowledge the employees want to
work from home. Forty one percent said
that the employees do not make any dif-
ference where do they work, home or in
the office. It is a very small share of the
managers that said that their employees
do not want to work from home.

Regarding the analysis of the employees
wishes to work from home post pandem-
ic ninety three percent of the managers
answered that they did not do any kind of
analysis.

Asked about their estimation of the pro-
ductivity in time of pandemic forty four
percent of the managers said that it is
worsen, thirty three percent that it is
improved, fifteen percent that it is un-
changed and only seven percent did not
answer at all.

On contrary to this statement sixty six
percent of the managers consider work
from home during pandemic to be fully
one hundred percent successful it term of
efficiency. Twenty eight percent consid-
er it partially or 75% successful, just two
managers consider that it was 50 % suc-
cessful, and only one that it was less than
50% successful.

As the research was done in the period
when significant number of employees
was at work from home mode, managers
were asked to assess the period of return
to offices answering when do they expect
that at least 50 percent of the employees
to be back in the banks premises. A little
bit less than a half of the mangers or for-
ty six percent assessed that in the three
month period the employees that were
working from home will be back in the
office, forty percent assessed that this
will happen by the end of the year 2021
and only twelve percent expected in the
next year. Two percent did not submit
answer.



With the current situation having in
mind the level of vaccination confirm the
expectations of the majority of the par-
ticipants that by the end of the year 2021
most of the employees will be back in the
office.

Thinking about the future and the po-
tential that work from home can offer
the participants were asked to comment
some important aspects of this opportu-
nity, like its’ potential for improving the
business model and contributions that
this way of organization of work can pro-
vide.

They were asked to give their view
whether work from home can increase
the potential and value added of the op-
erations of the bank they work for. Most
of the participants or fifty four percent
gave negative answer not believing that
this form of organization of work has po-
tential for improving the business model.
Forty six percent consider it value added
and think that there is a potential for im-
proving the business model.

In line with that, the participants were
asked if they have considered the idea
of introducing work from home as a
model of organization the operations,
so they had to answer the question if
they thought over changing the working
model to combine work from home with
work in the office, even if they are not in
a position to make such decision. The re-
sults were in favor of introducing work
from home as hybrid model as seventy
two percent of the participants answered
that they thought of introducing work
from home and only twenty two percent
did not think at all.

Thinking of introducing hybrid model of
work after Covid 19 and promoting new
modern corporate culture the partici-
pants were asked about the number of
days that should be mandatory for the
employees for work in the office Most of
the participants answered that they con-
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sidered at least three days mandatory
for office work. Twelve participants an-
swered that the employees should be in
the office all five days of the week which
indicates that they do not think that work
from home should be an option.

There are different reasons for introduc-
ing work from home and the main reason
why banks in the Republic North Mac-
edonia allowed work from home in the
past eighteen months was health preser-
vation. Asked about the reasons why did
mangers consider introducing work from
home after Covid 19 most of the partic-
ipants said that it is a combination of
more factors like improving the corpo-
rate culture, better motivation of the em-
ployees and cost cutting. These answers
were given by seventy six percent of the
participants, only three of them said that
the main reason is cost cutting and thir-
teen participants did not answer at all.
The participants that did not answer the
questions can be considered as ones that
did not even consider introducing work
from home as option.

In line with the previous question partici-
pants were asked whether they think that
hybrid work organization as combination
of work from home and office work can
contribute to cost cutting The answers
provided were very similar to the attitude
of the participants expressed in previous
questions, showing that the majority of
the participants think that hybrid work
can contribute to cost the cutting.

Out of 54 participants in the question-
naire ten participants or 18,5 % were
Board of Directors members. In the whole
banking system comprised of thirteen
banks, there are thirty seven board mem-
bers and ten of them participated in the
questionnaire, which is a bit more than
one quarter and can be considered as rel -
evant for the board members view on the
work from home perspectives.

Most of the board members said that they
thought about changes in the model of

121



Sixteenth Annual International Academic Conference on European Integration — AICEI 2021

organization of workas introducing com-
bination of work from home and work in
the office whether they can or can’t in-
fluence on the final decision. Positive an-
swer was given by seventy percent of the
board members asked. As a reason for in-
troducing a hybrid form or work they said
that a combination of few different fac-
tors would influence such as improving
the corporate culture, new way of moti-
vation of the employees and cost cutting.

They thought that the combination of
days spent at home and days in the banks
premises should be in favor of more days
spent in the office. Most of the board
members or forty percent think that at
least four days should be spend in the of -
fice in combination with twenty percent
that think that three days should be spent
in the office. On the opposite side are
thirty percent that do not consider work
from home as an option and ten percent
that consider only one day in the office as
an option.

The sentiment regarding the influence
of work from home to the value added of
the operations is equally divided between
participants. Half of the board members
think that the work from home increases
the potential and value added of the or-
ganization and half of the participants do
not think that it does.

Regarding the savings contribution of
the hybrid combination of work eighty
percent of the board members said that
they think that this option can contribute
to office space reduction and cost cutting.
The remaining twenty percent did not
think about this question at all.

The assessment of the productivity dur-
ing the pandemic period and work from
home shows that most of the board mem-
bers or sixty seven percent think that it is
worsened, twenty two percent think that
it is unchanged and only eleven percent
think that it is improved.

According to the answers of the board
members all of the banks did additional
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investments in IT equipment and infra-
structure in order to provide undisturbed
work from home.

Most of the participants or fifty six per-
cent think that their employees would like
to work from home, thirty three percent
think that the employees do not make any
difference where do they work and eleven
percent think that their employees would
prefer to come in the office.

CONCLUSIONS

It is a fact that this research covers fair-
ly limited number of participants and
do not cover a whole range of important
questions and involved parties, but nev-
er the less it gives information about the
awareness of the managers in the banks
about the work from home, experiences
during pandemic, expectations for the
future and knowledge of the potential
that this form can provide.

The first impression based on the re-
searchis that the managerswere forced to
implement this way of organization and
that they were primarily focus on provid-
ing the continuity and preserve health of
the employees. The attitude toward ben-
efits of this form of work is mostly divid-
ed and the answers provided do not lead
to conclusion about the awareness of the
benefits.

Generally, the factors that favorably in-
fluenced the implementation of tele-
commuting are increased investments
in digital technology and infrastructure,
declining technology and telecommuni-
cation costs, increased use of computers
in the workplace, organizational goals
of the increasing productivity and oth-
er nontechnical factors. Most of these
factors were present in the banking en-
vironment in North Macedonia as in the
recent years most of the banks heavily
invested in the digital technology and in-
frastructure.



The organization of work from home in
the period of pandemic show that a lot
of activities can be performed remotely
without excessive risks and disturbances.
Most of the managers are satisfied with
the performances achieved though the
pandemic period of work from home.

Still there is a room for improvement if
the banks want to have the most of the
benefits from the remote work or any
kind of telecommuting.

The regulatory framework has to be re-
written in order to properly cover all the
aspects of telework or work from home
with adequate regulation of wording,
rights and obligations of the stakehold-
ers in the process.

Additional researches have to be done in
order to get better understanding of the
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expectations of theemployees, employers
and customers. This is of utmost impor-
tance because this parties in the Republic
of North Macedonia are quite diversified
in terms of digitalization, expectations
and potential threats and advantages.
The range can go from millennials with
high level of digitalization, expectations
and affinities for balance between work
and life to the middle aged individuals
with limited digitalization interests and
habits against new processes.

Knowing the problems of brain drain in
the Republic of North Macedonia, as well
as problem with air pollution and infra-
structure limitation improving environ-
mental problems it can be concluded that
aside of benefits that telework can offer
specifically for banking it can h provide
bigger social and environmental impact.
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