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FACTORS EFFECTING SUCCESSFUL REMOTE
MANAGEMENT EFFORTS

ABSTRACT

The aim of this study is to investigate the factors,
which have an impact on the success of the remote
management efforts and to make the tools enhanced,
those of managers on the way of managing remote
workers of virtual organizations placed in the service
industry.

The model used, based on a number of previous studies,
and predicts a relationship between antecedents
(Technical Support, Supervisor Support, Family
Support, Co-Workers Support, and Self-Efficacy) to
internal customer satisfaction assessments and their
consequence (Job Performance). This model has been
tested up using responses from 176 remotely managed
employees from the same services of 3 different
organizations. The results indicate that the remote
employees’ of service industry satisfaction assessments
do play a serious role in influencing their job
performance while some strong relationships have
been observed between internal customer satisfaction
and the two antecedents including Supervisor Support

and Self-Efficacy.

Key words: Remote work, internal customer
satisfaction, job performance, service industry

1. INTRODUCTION

Recent advances in information technologies led the
organizations to diversify their organizational structures
that still have some traces of the traditional ways of
thinking in management and therefore any such
structure shall be the virtual organization of individuals,
working toward a common goal, but without traditional
characteristics of an organization, the virtual teams
being its functional units. Now, many people work in
virtual teams that transcend distance, time zones, and
organizational boundaries (Lipnack and Stamps, 1997:
1). Virtual teams have all been the groups of working
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professionals; separated by some geographical and
temporal distances. These groups use
telecommunication means for business and social
communications to satisfy business requirements of
the work towards, and to achieve to the common goals.

While there are some clear trends towards the increased
complexity in status and potential problems, virtual
organization strategies allow organizations to have a
great deal of flexibility and greater reliance on advanced
technology so as to compete in any rapidly changing
business environment. This virtual design has imposed
up some unique burdens on communication and
management processes, which must be devised in order
for organizations to maximize the benefits of these new,
virtual structures. The matter of managing remote workers
in virtual organizations is critical and needs to be better
understood (Staples, Hulland and Higgins, 1999: 759).
Consequently, with the rapid growth in virtual structures,
researches are clearly in need to understand what managers
can do to make their remote workers more effectively.
Therefore, we need to learn more about remote
management of virtual organizations especially in service
industry levels. To meet this need, a model of remote
work effectiveness in service management was developed
by gathering the existing relevant literature about remote
work, remote management, employee satisfaction and
service management.

According to Farner, Luthans & Sommer (2001),
Netemeyer, Boles, McKee & McMurrian (1997) and
Eskilden (2000), if organizations are to learn how to
increase their employee's satisfaction levels so as to
fulfill the relevant remote work tasks, they should
make them improved in their performance. To have
them in a single model, satisfaction factor can be used
for incorporation of a variety of aspects, which are of
particular importance in remote work settings. The
aspect of Information Technology (IT) for example,
appears to have been a key driver for remote work. IT
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allows companies to establish virtual arrangements
that facilitate communication and permit greater
employee flexibility, without sacrificing managerial
control (Freedman, 1993; Handy, 1995; Illingworth,
1994; Lucas and Baroudi, 1994; Mowshowitz, 1994).
Also, the aspect of Technical Support (TS) proves to
be a strong predictor of satisfaction for telecommuters,
therefore establishing effective communication between
the manager and employee as found and reported by
Fritz, Narasimhan and Rhee (1998).

The human resource managers, generally find
management support is the most important aid for the
success of a telecommuting program (Ford and
McLaughlin, 1995), while supervisor support (SS) can
have positive effects on different work outcomes,
reducing stress and increasing job satisfaction or co-
workers involvement and support can reduce stress and
increase job satisfaction and the setting of performance
expectations (Babin and Boles, 1996) and family support
(FS) will lead to positive telecommuting outcomes
(Haines III, Onge, and Archambauld, 2002) as stated
by some workers on the point.

Still Bandura, an early writer, (1978: 240) defines
self-efficacy (SE) as "a judgment of one's ability to
execute a particular behaviour pattern" and according
to SE theory, the writer claims that if organizations
can learn how to increase their employees SE
judgments about their abilities to complete relevant
remote work tasks, this learned ability should lead to
some performance improvement.

The aspects such as mentioned above, the factorial impacts
on remote workers job performance (JP) and on their
relation with organization, were closely investigated in
this study for a model development, survey data having
been collected from 176 remotely managed employees
in the service sector, and used to test it.

The research model and related hypotheses appear in
the next section, as this paper is organized, the
descriptions followed by the presentation of the
research methodology employed by a description of
the results, and finally by a discussion of the findings
including some suggestions over the future research
and management up comings.

2. THE RESEARCH MODEL
AND HYPOTHESES

Based on a review of the literature about the theory
and research in organizational science and on the
conversations with remote workers in the service
sector, a research model was developed as shown in
Figure 1. The discussion below was divided into three

entries as antecedents to satisfaction, satisfaction and
outcome of satisfaction, in order to approach to this
model in detail.

The antecedents shown on the left-hand side in Figure
1 represent information from a variety of sources that
individuals can use to develop their satisfaction levels.
This information effects remote workers' satisfaction
level to work remotely. Effectiveness of remote work
is represented in the right hand side of the model by
an outcome called "JP". We use this model to develop
our hypotheses, as follows:

Antecedents
Technical Support

Hartman, Stoner and Arora (1991) found a positive
significant correlation between the level of TS received
from the supervisor and telecommuting satisfaction.
The study conducted by Scott and Timmerman (1999)
suggest that the use of more advanced phone
technologies is predictive of outcomes such as
organizational and occupational identification among
telecommuters. Fritz, Narasimhan and Rhee (1998)
found that information technology support is a strong
predictor of satisfaction with office communication
for telecommuters as well as for conventional office
workers. Olszewski and Mokhtarian (1994) found that
telecommuters have a higher usage of personal
computing compared to control group members.
Hartman, Stoner and Arora (1991) found that physical
requirements that should be met and access to needed
equipment as well as access to flexible TS, since
distributed employees may work outside regular office
hours. Since information technology is a key enabler
of the remote work environment, using IT is potentially
an important task for effective remote work (Handy,
1995; Tllingworth, 1994; Lucas and Baroudi, 1994;
Mowshowitz, 1994). In line with previous research,
we therefore hypothesize that:

Hypothesis 1 (H1): There is a positive relationship
between TS for remote working and internal customer
satisfaction (ICS).

Supervisor Technical
Support \ Support
Family Internal Customer Job
Support Satisfaction Performance

Co-workers / Self-Efficacy

Support

Figure-1: Initial Research Model
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Supervisor Support

Coaching and giving evaluative feedback on
performance, SS that can have positive effects on
different work outcomes (Ford and McLaughlin 1995)
are common types of social persuasion as Bandura
suggested in 1977. Much later Babin and Boles (1996)
found that any SS could reduce stress and increase
job satisfaction, while Kohli, Shervani and Challagalla
(1998) claimed that SS could influence the learning
and performance orientations of salespeople.

A positive significant correlation between the level of
technical/emotional support from the supervisor and
telecommuting satisfaction was described by Hartman,
Stoner and Arora (1991), and Handy (1995) and
Gordon (1986) showed an agreement on that. SS may
be required to manage at a distance, describing it as
the support of managing employees with physical
presence entrenched in corporate culture and special
training. Pancucci (1995) describes supervisors as the
managers who must having less frequent contacts with
employees, set up specific goals and mile stones, make
up regular project reviews and be available for
coaching. They must become excellent communicators
(Hartman, Stoner and Arora, 1992). As implicated by
many workers’ reports we conclude that:

Hypothesis 2 (H2): There is a positive relationship
between SS for remote working and ICS.

Family Support

The transition from a traditional office to
telecommuting grounds so reshapes the separation of
paid and family work as stated by Shamir and Salomon
(1985). To understand what is the effect of
telecommuting on work-family balance, we have to
look the researches reported whether telecommuting
increases or reduces any work-family conflict or
generally whether research findings report that
telecommuting interferes with work and family
balancing are two main problems awaiting to be settled
down. A brief review will show that those involved in
after hours telecommuting worked more hours and
suffered more from overload and spill over of
interference from work to family as Duxbury, Higgins
and Mills described (1992). On the other hand in
another study, Tung, Palvia, Huei, Ye-Meng and Lee
(1995) claim that conflicts between work and home
were ranked as the third most important drawback of
telecommuting. Hill, Miller, Weiner and Colihan
(1998) also mention about some Work-life tensions
among mobile teleworkers as a reality. Aryee (1992)
and Frone, Russell and Cooper (1992) are all in an
agreement that any support from the home environment
is likely to reduce work-family conflict considerably.
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On the contrary Hartman, Stoner and Arora (1991)
found that telecommuters who experienced the more
family disruptions were the less satisfied ones with
their telecommuting experience. Hence, as is easily
hypothesized of the conclusion that:

Hypothesis 3 (H3): There is a positive relationship
between FS for remote working and ICS.

Co-workers Support

Babin and Boles (1996) in their research give stress
to some key aspects of employees’ work environment
and to how these perceptions influence work-related
outcomes. Their results suggest that the employee
perceptions of co-worker involvements can reduce
stress and increase job satisfaction. In another study,
Stassen, Cameron and Horsburgh (2001) reported that
employees perceived significantly lower CWS have
lower satisfaction with the amount of work and career
future. Thus, it may be well concluded that:
Hypothesis 4 (H4): There is a positive relationship
between co-workers support (CWS) for remote
working and ICS.

Self- efficacy

In order to work in a virtual environment, people must
have self- sufficiency and specific individual skills as
well as communication and reliability. Especially if
workers are working at home, they must be able to
work and solve problems independently. Also they
have to have the ability to concentrate in a non-work
setting, time management skill and planning capability.
Reliability involves working with little face-to-face
supervision, and requires self- motivation and self-
discipline as reported by Bélanger and Collins (1998).
Bandura would describe SE as a judgment an individual
makes about his or her ability to execute a particular
behaviour (Bandura, 1978: 240). The SE theory states
that “if organizations can learn how to increase their
employees’ SE judgments about their abilities to
complete relevant remote work tasks, this should lead
to improved performance”, as pointed out by Staples,
Hulland and Higgins (1999: 759). Information on the
task activities; achievement, rewards, working
conditions and management practices can all have an
impact on individuals’ perceptions of job satisfaction
suggested by Locke (1976), as did Staples (1996) that
perceptions of job satisfaction in an environment,
would virtually vary depending on the support and
activities of management and on the remote individuals’
competence in remote work. Positive judgments about
one’s ability to perform tasks (SE) should have a
positive impact on the satisfaction associated with
one’s doing them (i.e. Job Satisfaction) suggested
Staples, Hulland and Higgins (1999) concluding as
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the result of all their findings. So the hypothesize will
appear, as a matter of semantics, out of the research
reports such as those mentioned above:

Hypothesis 5 (H5): There is a positive relationship
between SE for remote working and ICS.

Job Performance

Companies providing higher satisfaction levels to their
internal and external customers have higher economic
returns (Aaker & Jacobson, 1994; Anderson, Fornell
& Lehmann, 1994; Anderson, Fornell & Rust, 1997,
Bolton, 1998; Kennedy & Schneider, 2000). As
empirical works indicated, some researchers attempted
to diminish the confusion among customer satisfaction
and service quality and the behavioral intentions by
determining whether there is any distinction and
relationship among them, the attempts mostly turned
out, to their satisfaction that there have been significant
relationships among these variables (Cronin & Taylor,
1992; Oliver, 1993; Pothas, Wet & Wet, 2001; Spreng
& Mackoy's, 1996). Having strong positive effects on
his or her retention (Ranaweera and Prabhu, 2003),
customers’ satisfaction and trust increase revenues,
decrease, operating costs and increase profitability
(Kanji and Wallace, 2000; Bolton, 1998; Fornell, 1992;
Anderson and Fornell, 2000). There is a close
relationship between his or her satisfaction and service
performance, which in turn would influence his or her
business performance (Glynn and Ennis, 2003). Current
study advances that JP is influenced by ICS as claimed
in the study of Johnston, Parasuraman, Futrell and
Black (1990), while some models theorize the reverse:
For example Bagozzi (1980) have found that
performance directly and positively influences
satisfaction. Babin and Boles (1996) have a parallel
finding of a positive relationship between JP and job
satisfaction and that JP provide a medium for the
effects of role stresses on the satisfaction. A
conventional wisdom in a country does not make sense
in other country. Churchill, Ford and Walker, (1997:
371) say, “As more firms become global competitors,
managers must wrestle with the question of whether
different characteristics are related to successful sales
performance in different countries”. According to our
country culture, we thought that representatives who
have satisfied would work harder and achieve higher
levels of performance.

Positive relationship availability between ICS and JP
for remote working would have been a conclusive
result to the mind, over a brief review of the literature
concerned. Hence:

Hypothesis 6 (H6): There is a positive relationship

between ICS and JP for remote working.

Power of the model

In order to test the acceptability and explanatory power
of the model, some understandings on the two bases
are essential:

Hypothesis 7a (H7a): The level of antecedents (TS,
SS, ES, CWS, and SE) explains the level of ICS at a
significant level.

Hypothesis 7b (H7b): The level of ICS explains the
level of JP at a significant level.

3. METHODOLOGY AND
FINDINGS

Survey Questionnaire and
Construct Measurement

Questionnaire contains totally 49 items: 37 items in
the five constructs (TS, SS, FS, CWS, and SE) of the
first part of the research model; 3 items in the 1
construct (ICS) of the second part; 4 items in the 1
construct (JP) of the third part (see Figure 1); in
addition 5 items in the demographic data part.

Answers to all items in the constructs of the model
were devised using the same frequency scale (between
1-5), each question having a scaled set of five
responses: strongly disagree, disagree, undecided,
agree and strongly agree. This scale, in its from negative
to affirmative order, resembles to the Likert Scale.

For the first three items in the T'S construct were taken
from the Mueller and Price (1990) while that for the
fourth item in this construct was taken from Staples,
Hulland and Higgins (1999). For all items in SS construct
were taken from those of Netemeyer et al. (1997: 96),
the FS construct items from Haines III, Onge, and
Archambauld (2002: 47), and all of the five items in
CWS construct from Babin and Boles (1996: 72).

16 items of SE used to create the remote work SE
measure, were taken from Staples, Hulland and Higgins
(1999). 3 items for ICS construct were retrieved from
European Customer Satisfaction Index (ECSI). ECSI
has been formed after having the successful results of
the Swedish and American customer satisfaction
indices. An ECSI pilot study with 55000 interviews
in 12 European Countries was performed in 1999,
The application of the ECST model has showed well
fitting and sufficiently flexible for different industries
(Gronholdt, Martensen and Kristensen, 2000: 510-
511). And for JP, a construct of 3 items was taken
from Haines III, Onge and Archambauld (2002: 47).
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The Sampling Method and
Questionnaire Design

We tested our model and hypotheses on medical
representatives that work in the health sector, the
biggest one of the service sectors that has been
acquiring an increasing importance in global economy.
In our study, medical representatives were defined as
remote workers in terms of their physical proximity
to their managers. In order to investigate the outcomes
of our hypotheses, we surveyed the remote workers
in three medicine companies. Also these companies
chosen randomly from a total of 29 producer and
distributor ones in the 7 geographical regions of Turkey.
A sample of total 183 medical representatives was
chosen from selected companies.

Before the start of application the questionnaire was
pre-tested to determine whether any probable problems
occur. 176 usable questionnaires were returned
(Response rate is 96 percent).

Statistical Analyses

Statistical analyses were performed using the SPSS
software package. Missing values were not included
in computing. Analyses were done at the significance
level of 0.05.

For questionnaire constructs, factor analysis wase used
in order to decide if items in the constructs could be
reduced. “If item deleted” method was also used in
analyses for items of the constructs. Cronbach’s alpha
reliability analysis method was decided to compute
the internal consistency values for each of the constructs
in the research model. Multicollinearity test has been
done to determine if there is collinearity between
antecedents of the research model. The hypotheses
from H1 to H6 were tested computing correlation

coefficients using the Spearman Method, and the
acceptability and explanatory power of the model
were measured using Regression Linear Method (for
H7a and H7b).

Research Analyses
Factor Analyses

Factor analyses used in data reduction were based on
all items of the antecedents (TS, SS, FS, CWS, and
SE) to ICS. The numbers of the factors and distributions
of the items for all constructs (antecedents to ICS,
ICS and outcome of ICS) were the same as in the
research model except for “SE” one. Factor analysis
for the antecedents indicated that the items designed
to measure the five independent variables loaded on
six separate factors. Varimax Rotation Method was
used for the factor rotation. As a result of these analyses
SE construct was divided to 2 constructs as SE1 and
SE2. After factor analyses, were through, the first
research model became as shown in Figure 2.

Reliability Analyses

The results of the Cronbach’s alpha reliability analyses
done for each construct in the research model with
the items obtained from the factor analyses indicate
that all reliability coefficients of the constructs were
determined suitable for, and included into the analyses
(Cronbach’s alpha .909).

Descriptive Statistics and
Spearman Correlation Analyses

Table 1 provides descriptive statistics and correlation
coefficients for all constructs of the research model. Because
of significantly correlations between constructs, the
multicollinearity tests were performed before the regression
analyses. And these analyses show that there are not
collinearity difficulties for constructs (see Table 1).

Table 1: Descriptive Statistics and Spearman Correlation Coefficients*

FS CWS SEl SE2 ICS JP

Mean Stan TS SS
Construct (N=176) dev.
TS 3.45 91 1
SS 3.47 7 62* 1
FS 3.30 .69 .60* .56*
CWS 3.24 7 56%* 54
SE1 3.60 77 .66%* 61%
SE2 4.52 .57 36% 37
TCS 341 .88 .67* .69*
JP 3.73 75 67 .62%

1

Al* 1

S3%* .64%* 1

31* 50% 1

ST* 61% 76* A8* 1

S1* 56% .80* S1F .80* 1

* Correlation is significant at the .001 level (2-tailed).
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To statically test HI-H6 hypotheses, we conducted
spearmen analysis method. All of the spearman
correlation coefficients (ry) of H1 — H6 obtained from
the “Spearman analyses” are statistically significant
as seen in Table 1 (p< .001). As a result of hypothesis
tests, all hypotheses from H1 to H6 were accepted.

The Predictive Power of the
Research Model

Collinearity (or multicollinearity) as indicated by
“Variance Inflation Factor (VIF)” values shall be the
unfavourable situation where the correlations among
the independent variables are strong. Therefore,
multicollinearity test for antecedents of the research
model was done before testing the explanatory power
of the model. Test results with VIF values are given
in Table 2, signifying no collinearity among TS, SS,
FS, CWS, SE1 and SE2 constructs.

Table 2: The Multicollinearity Values of the
Research Model Antecedents

Construct TS SS FS CWS SE1 SE2
Collinearity- 2.287 2.012 1.714 1947 2566 1.501
VIF

Figure- 2: Summary of Path Coefficients and
Variances Explained of the Research Model

Technical
Support

Supervisor
Support

@
-2
6)0-}6¥
%3
Family —Q_ Internal o
R= 8308k 4 o
Support Cus‘tome‘r d Perlormance
Satisfaction Ri=.663%%+*

R2-688% %+

Co-workers {
Support

Self-
Efficacyl

Self-
Efficacy?2

**% Correlation is significant at the .001 level (2-
Tailed)

Table 3 reports the predictive power of the ICS level.

Table 3: The Predictive Power of the Research
Model

Construct Variance Explained ('Rz) df F Sig.
ICS .688 (Adjusted .677) 6;169 62.157 .000
Jp .663 (Adjusted .661) 1;174  341.738 .000

Figure 2 presents the path coefficients obtained from

the regression linear analyses and associated
significance levels for each path of the research model.
Since the path coefficients between SS and SE1
constructs and ICS construct were statistically
significant (p<.001) (See Figure 2 ), SS and SE1 were
retained as antecedents of the refined model as seen
in the Figure 3.

The Predictive Power of the
Refined Model

Before the predictive power test of the refined model,
collinearity test was done to see if there was collinearity
problem. Collinearity test results for SS and SE1
antecedents of the refined model with VIF values are
given in Table 4, signifying no collinearity between
SS and SE1 constructs.

Table 4: Collinearity Values of the Refined Model
Antecedents

Construct Supervisor Support Self Efficacyl
Collinearity 1.650 1.650
VIP

In order to statically test the acceptability and
explanatory power of the refined model a Regression

Table 5: The Predictive Power of the Refined Model

Construct Variance Explained (Rz)df F Sig.
Internal

Customer .665 (Adjusted .662) 2;173 171.994 .000
Satisfaction

Figure 3 has the path coefficients obtained from the
regression of linear analyses and t-values and associated
significance levels for each path of the refined model.

Figure- 3: The Summary of Path Coefficients and
Variances Explained on the Refined Model

Linear Method was used as shown in Table 5 and
Figure 3.

#* | Internal &*** Job
//3’\6* Customer | % :b\' Performance
= > Satisfaction R%= 663%*
st R2= 665%++
Efficacyl 539k >

*#k% Correlation is significant at the .001 level (2-
Tailed)
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4. DISCUSSION

The aim of this current study is to investigate some
factors that affect the success of the remote
management efforts and enhance tools of managers
on the way of managing remote workers in virtual
organizations. In order to do this, we investigated the
relation between ICS and JP and also the effect of the
antecedents (TS, SS, FS, CWS, SE) on ICS, in virtual
organizations couched into the service industry (here,
medicine distribution). The research used a model that
is based on previous researches and predicts
relationships between antecedents to ICS assessments
and their consequences.

Empirical data offer strong support for the positive
main effects of SS and SE1 on ICS and, in turn, ICS
on JP.

In the following sub-sections, we shall discuss, duly,
the relationship between the antecedents of the ICS
and ICS, and the relationship between ICS and the
outcome of ICS, the overall predictive power of the
model, with a conclusive discussion of the study's
limitations, implications for theory, and future
researches.

Antecedents and OQutcome of

Internal Customer Satisfaction
The hypothesis | to 5 was based directly on literature,
though related to TS, SS, FS, CWS, SE1 and SE2
constructs, and supported by the results of Spearman
Correlation Analyses (See Figure 2, Table 1). Some
of these antecedents were removed from the research
model after appreciation of the results on "Regression
Linear Analyses" (See Figure 3). Initial research model
had five ICS antecedents (See Figure 1). According
to the results of factor analyses, SE construct has been
divided into two, as SEI and SE2, five antecedents of
ICS in the initial model increasing to six in the research
model (See Figure 2). This dividing have become
conceptually: "SE1", which consist of the items related
to the achieving goals and completing tasks and
communication with managers and co-workers (remote
work self efficacy), and SE2, which represents the
items about ability on using and availability of hardware
and software possibilities (IT self efficacy). This
finding seems appropriate with previous studies: Self-
efficacy theory suggests that self-efficacy judgments
are relatively task specific (Bandura, 1977, 1978).
Then Staples et al. (1999: 760) found that IT selt-
efficacy and remote work self efficacy were both
conceptually and empirically distinct from one another.
The results of H1 signify a positive relationship
between TS and ICS issues as in the previous studies
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(for example, Fritz et al., 1998; Hartman et al., 1991;
Handy, 1995; Illingworth, 1994; Lucas and Baroudi,
1994; Mowshowitz, 1994; Olszewski and Mokhtarian,
1994; Scott and Timmerman, 1999). But the results
of the Regression Linear Analyses related to the
research model showed that TS was not strong enough
in explaining ICS, so it was dropped out from the
research model. A main result of this part of study is
that employees who work with face-to-face supervision
and remote worker will react differently to an identical
job situation because of differences in their comments,
which have created different expectations or
comparison standards. The reason of non-significant
addition of this dropped construct against predictive
power of ICS may be this: Remote workers can
perceive TS as a necessary and usual condition for
remote work.

The result of H2 shows that there is a significantly
positive relationship between SS and ICS and also SS
is significant in explaining ICS. Hence, SS is perceived
being a considerable tool for managers in increasing
of ICS as previous studies (i.e., Babin and Boles,1996;
Ford and McLaughlin, 1995; Gordon, 1986; Handy,
1995; Hartman et al., 1991; Hartman et al., 1992;
Kohli et al., 1998; Pancucci, 1995). That shows us, as
the landscape of business organizations grows in
complexity, the demands for synergism between
supervisors and internal customers seems essential.
Supervisors do well when they spent time supporting
their employees and making sure they are perceived
as having upward satisfaction.

Related to the results of H3, there happens to have
been a significantly positive relationship between FS
and ICS as previous studies (i.e. Spector, Cooper, and
Poelmans, 2004; Haines III, Onge and Archambauld,
2002). But, as the FS did not prove itself to be strong
enough to give any explanation to ICS, it was dropped
out from the research model. Medical representatives'
job more like mobile job than home based one. While
telecommuting brings the employee home, mobile
work sends him or her away (Kurland and Bailey
1999, Ellison 1999, Sullivan and Lewis 2001). During
medical representatives work away from home they
don't need FS as well as ones who have home based
work. Medical representatives have less relationship
with their families than home-based workers have
during work hours. Hence FS might not effect on
medical representatives' satisfaction level as well as
it expected.

Although the result of H4 shows that there is a
significantly positive relationship between CWS and
ICS as in the previous studies (for example, Stassen,
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Cameron and Horsburgh, 2001), CWS was dropped
from the research model, because CWS is not
significant in explaining ICS. The reason of non-
significant addition of this dropped construct against
predictive power of ICS, if it not a remote work, would
be reasonably illustrative of satisfaction; but medical
representatives' charge intensively depends on
individual work. For us, as Money and Graham (1999)
pointed out future studies should also address a broader
range of constructs, relationships and countries.
Particularly interesting would be the effects of CWS
in different countries, one might hypothesize a stronger
effect on ICS in highly collectivistic countries such
as Japan.

The SE1 was retained in the refined model, as the
results of H5a shows since there was a significantly
positive relationship between SE1 and ICS and also
SEL1 is significant in explaining ICS. SE1 contains
items related to the achieving goals and completing
tasks and communication with managers. This result
implies that managers should emphasize effective
communications between supervisors and employees
to increase ICS. Effective communications between
supervisors and employees are a significant factor in
informing employees of the objectives and job
expectations under, particularly, virtual organizations.

The results of H5b implied a significantly positive
relationship between SE2 and ICS. But SE2 was not
strong enough in explaining ICS to any consideration,
so it was dropped out from the research model. The
reason of non-significant addition of SE2 construct
may be this: While SE2 represents the items about
ability on using and availability of hardware and
software possibilities, remote workers can perceive
SE2 as a necessary and usual condition for remote
work similar to being in TS.

H6, in its relation between ICS and JP constructs, was
supported by the results of Spearman Correlation
Analyses (See Table 3 and Figure 2). The result of
this analyses showing both that there is a significantly
positive relationship between ICS and JP and that ICS
is significant in explaining JP, and thus supporting up
our model as seen in the previous studies (Johnston
et al. 1990; Kanji and Wallace, 2000; Bolton, 1998;
Fornell, 1992; Anderson and Fornell, 2000). Overall,
the results indicated that remote employees' satisfaction
play a critical role in influencing JP in remote work.
Because many of these antecedents can be controlled
managerially, these findings suggest important ways
in which a remote employee's job performance can
be enhanced, through the effect of improved ICS in
remote work.

Predictive Power of the Model

Because of the significantly correlations between
constructs, the multicollinearity tests were performed
before the regression analyses. And these analyses
show that there are not collinearity ditficulties for
constructs.

H7a, relevant to explain the level of ICS through the
antecedents, was supported with 68.9 percent (See
Table 3 and Figure 2) for the research model. The
Regression Linear Analyses results supported SS and
SE1 constructs. TS, FS, CWS and SE2 were not
supported into any explanatory level for ICS construct.
Because of the insignificant path coefficient values
(See Figure 2), TS, FS, CWS and SE2 constructs were
dropped out from the research model, as seen in the
refined model. Although there was a significant
relationship between each of these 4 constructs and
ICS, these 4 constructs increased in the predictive
power of the model only 2.3 (68.8-66.5 as seen in
Table 3 and Figure 2) percent.

The degree of variance explained in the ICS construct
proved to have been 68.8 percent (See Table 3 and
Figure 2) in the initial analyses and 66.5 percent (See
Table 3 and Figure 3) in the refined model. These
measured degrees of variance which support the value
of empirical data in literature, sound more reasonable,
compared with results of earlier studies over this kind
of model. For example Netemeyer et al (1997) reported
some 32 percent of the variance in job satisfaction,
while Staples et al (1999) found 31.2 percent of the
variance in remote work self-efficacy.

Refined model implies that remote workers with more
SS and SE1 while working remotely will have higher
levels of ICS.

H7b, related to explain the level of JP through the
level of ICS, illuminated 66.3 percent of the issues
(See Figure 2 and Figure 3) in the research and refined
models. Therefore, this refined model implies that
remote workers with more ICS while working remotely
will have higher levels of JP.

Managers in the service industry, as the results show,
should take into consideration the necessity of
increasing levels of ICS of remote workers so as to
obtain higher JP levels.

Nevertheless, this study has some limitations that offer
opportunities for a future research. First, the results
are based on the survey of a single service industry.
This study should be repeated in different service
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sectors to obtain higher reliable results. Secondly, the
applicability of our findings to other contexts needs
further research. Responses to the items in the JP
construct for future research may be obtained from
managers or more objective sources instead of remote
workers themselves. Data related to JP were collected
from the remote workers, instead of more reliable
resources, because firms didn't intent to help in this
kind of application during pre-study phase. Third, to
raise predictive power of the refined model, new
variables are likely be added to this model. Finally,
because of some models theorize that performance
directly and positively influences satisfaction (Bagozzi,
1980). JP might be one of the antecedents in explaining
ICS instead of an outcome of it. So the future studies
also might include JP as a predictive variable affecting
to ICS.

S. CONCLUSION

As a result of rapid changes, global competition,
information age and too much travel expenses, many
people have been working in virtual organizations.
Employee may no longer be co-located or in the same
place in order to work together. The employees often
work remote from their managers in such organizations.
Since this remoteness creates new ways of conducting
work, managerial tools have to be enhanced. For this
reason, researches are clearly needed on how managers
are able to make their remote workers more effective.
The study, investigating relationships between the
antecedents to ICS assessments and their consequences,
intents for help this need to solve this question.
Obtained results indicated that remote workers' ICS
level, plays a critical role in influencing their JP, the
strong positive relationships being observed between
ICS and two antecedents called SS and SE. Owing to
these antecedents, controllable managerially, all these
findings suggest serious ways in which a remote work
performance of employee can be improved through
the effect of increased remote worker satisfaction
level.

Results from this study suggest several important
directions for future research. For example, this study
should be repeated in different service sectors, data
related to JP should be obtained from more objective
resources, new variables may be added to the model
to reach more reliable results.

While the past studies have focused on External
Customer Satisfaction, as a key driver to performance,
our study attempt to build up a more complete model
of the factors that influence ICS and performance. In
addition, our study investigates service management
in remote work area. Our study helps, we hope,
managers and enhances their tools on the way of
managing remote workers of virtual organizations
placed in the service industry.
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