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Technostress has been widely studied and with even more focus on the 
HPSOR\HH·V�SHUVRQDO�OLIH�GXULQJ�WKH�SDVW�GHFDGH� According to current research 
technostress can cause both psychological and physiological symptoms and 
experiences with technostress at work can easily reflect on an individual·V 
personal life. The negative consequences of technostress can lead to lack of 
motivation, impaired well-being at work and in worst case scenarios even to 
burnout. Even though there has already been various research covering 
technostress and mitigating methods, that is yet to be studied is organizations 
that use ICT and IS systems from different organizations in their everyday work. 
7KLV�0DVWHU·V� WKHVLV� IRFXVHd on studying technostress in a multiorganizational 
work environment in an organization that employs over a hundred employees 
in Finland. The employees of the case organization used two different sets of 
laptops provided by different companies that had to be used by the employees 
at all times. The goal of this research was to understand how the employees 
experienced that the use of two laptops at work contributed to their experience 
of technostress and how the employees were able to cope with the pressure of 
using two laptops. Teleworking and its impact on the use of two laptops was also 
studied in the thesis. In addition, the research focused on three different leveled 
roles in the case organization as previous research literature has shown that 
employees in higher roles experience more technostress than others. The main 
findings of this thesis showed that using two laptops at work had a significant 
impact on the creation of technostress at work and the workload and 
interruptions at work. The findings showed that the challenge in using two 
laptops caused both software related and hardware related stressors for the 
employees, that depending on the role experienced different types of stress 
symptoms and consequences.  As this type of work environment had not been 
researched before, this thesis contributed to current research with a new type of 
context of studying technostress.  
 
Keywords: technostress, eustress, distress, multiorganization, mitigation, 
teleworking 
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Teknostressiä on tutkittu laajasti ja viimeisten vuosikymmenten aikana tutkimus 
on keskittynyt entistä enemmän työntekijän henkilökohtaiseen elämään. 
Tämänhetkisen tutkimuksen mukaan teknostressi voi aiheuttaa sekä psyykkisiä 
että fysiologisia oireita ja kokemukset teknostressistä työpaikalla voivat helposti 
heijastua yksilön henkilökohtaiseen elämään. Teknostressin negatiiviset 
seuraukset voivat johtaa motivaation puutteeseen, heikentyneeseen 
työhyvinvointiin ja pahimmassa tapauksessa työuupumukseen. Vaikka 
teknostressistä ja sen lieventämismenetelmistä on jo tehty monenlaista 
tutkimusta, on vielä tutkimatta, miten teknostressi ilmenee organisaatioissa, 
jossa työntekijät käyttävät jokapäiväisessä työssään eri organisaatioiden ICT- ja 
IS-järjestelmiä. Tämä tutkielma keskittyi teknostressin tutkimiseen 
moniorganisaatioisessa työympäristössä yli sata työntekijää työllistävässä 
organisaatiossa Suomessa. Tämän tutkielman tapausorganisaation työntekijät 
käyttivät kahta erilaista eri yritysten tarjoamaa kannettavaa tietokonetta, joita 
työntekijöiden oli käytettävä jatkuvasti. Tämän tutkimuksen tavoitteena oli 
ymmärtää, kuinka työntekijät kokivat kahden kannettavan tietokoneen käytön 
työssä vaikuttaneen heidän kokemaansa teknostressiin ja kuinka työntekijät 
selvisivät kahden kannettavan tietokoneen käytön aiheuttamasta paineesta. 
Tutkielmassa tutkittiin myös etätyötä ja sen vaikutuksia kahden kannettavan 
tietokoneen käyttöön. Lisäksi tutkimuksessa keskityttiin kolmeen eri tasoiseen 
rooliin tapausorganisaatiossa, sillä aikaisempi tutkimuskirjallisuus on osoittanut, 
että korkeammissa rooleissa olevat työntekijät kokevat enemmän teknostressiä 
kuin matalammassa roolissa toimivat työntekijät. Tämän tutkielman tärkeimmät 
havainnot osoittivat, että kahden kannettavan tietokoneen käyttö työssä vaikutti 
merkittävästi teknostressin syntymiseen työssä sekä työkuormitukseen ja 
työhäiriöihin. Tulokset osoittivat, että kahden kannettavan tietokoneen käytön 
haaste aiheutti työntekijöille sekä ohjelmistoihin että laitteistoihin liittyviä 
stressitekijöitä, jotka kokivat roolista riippuen erilaisia stressioireita ja seurauksia. 
Koska tämän tyyppistä työympäristöä ei ollut aiemmin tutkittu, tämä 
opinnäytetyö edisti nykyistä tutkimusta uudenlaisessa teknostressin 
tutkimuksen kontekstissa. 
 
Avainsanat: Teknostressi, eustressi, distressi, moniorganisaatio, lieventäminen, 
etätyö 
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Work environments are continuously becoming more diverse, and many 
organizations are struggling with the technology being used as the employees 
might be using several systems and, in some cases, even overlapping work 
systems. With the constant pressure on the employee regarding learning new 
systems and integrating them into their everyday work, it is becoming 
increasingly important for organizations to understand the consequences and 
impact this has on the employees. Continuous use of new technologies and 
several systems and devices puts strain on employees resulting in a phenomenon 
called technostress. 

According to Tarafdar, Tu and Ragu-Nathan (2010, p.304) technostress is 
´VWUHVV� FDXVHG� E\� DQ� LQDELOLW\� WR� FRSH� ZLth the demands of organizational 
FRPSXWHU� XVDJHµ��Technostress can occur in several different ways and since 
stress can lead to severe consequences such as psychological and physiological 
symptoms (Palmer, Cooper & Thomas, 2003), it is necessary to understand how 
technostress forms and how its impact on employees can be mitigated.  

During the last decade or two organizations have already started to 
minimize the number of systems they are working with by upgrading and 
replacing current systems with new, cloud-based software and platforms (Miller, 
2008). These new innovations might even include more user-friendly design to 
ensure ease of use to all different types of employees in the organization. 
However, for all companies this might not be an option due to lack of knowledge 
or budget (Hackler& Saxton, 2007).  

A reason to why organizations use several systems can be 
interorganizational collaboration, where competitive advantage is attempted to 
achieve through combining the use of systems of two different organizations 
(Johnston & Vitale, 1988). :KHQ�WZR�RUJDQL]DWLRQV�DUH�GHSHQGLQJ�RQ�HDFK�RWKHU·V�
systems, minimizing the used systems might not be possible. 
Multiorganizational work environments, where two or more organizations are 
providing the employees with Information and Computer Technology (ICT) and 
how this impacts perceived technostress has not been studied in research so far. 

1 INTRODUCTION 
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Due to COVID-19 the challenges of telework have also contributed to 
employeeV· working conditions. According to Molino et al. (2020) telework 
during the pandemic can be seen in a growing experience of technostress. 
According to studies the correlation between remote work and added techno-
overload has been shown to emerge when employees work from home. (Molino 
et al., 2020). Technostress in remote work can form because the employee does 
not feel in control of the technology environment or does not possess the 
necessary skills to use all of the required technology (Panisoara, Lazar, Panisoara, 
Chirca & Ursu, 2020).   

Being capable of using technology at work can be difficult and continuously 
learning new ways to use the technology can cause stress for an RUJDQL]DWLRQ·V�
employees. According to Maier, Laumer, Wirth and Weitzel (2019) the 
H[SHULHQFHG�WHFKQRVWUHVV�LV�RIWHQ�DIIHFWHG�E\�WKH�HPSOR\HHV·�SHUVRQDO�,7�VNLOOV. 
Hsaio (2017) also adds that an HPSOR\HH·V personality determines how an 
individual can cope with technostress. Wang, Shu and Tu (2008) explain that in 
environments where constant innovation is required from the employees, it 
might lead to internal competitiveness within the organization if the company 
offers rewards or prestige to employees being more successful with ICT. This 
requires for different employees having to keep their skills updated to maintain 
their capabilities to work and can cause stress to the employee if they are not 
performing as well as their co-workers are. (Wang et al., 2008) 

Although Sellberg and Susi (2014) claim that technostress has been widely 
studied, most studies have been conducted in the form of questionnaires as 
TXDQWLWDWLYH� UHVHDUFK�� 6HOOEHUJ� DQG� 6XVL·V� ������� VWDWHPHQW� VKRZs that it is 
necessary to also study the phenomenon of technostress by conducting 
qualitative research about the subject to fully understand how employees 
experience stressors at work that may lead to symptoms of technostress. In 
6HOOEHUJ� DQG� 6XVL·V� ������� study an organization was studied from the 
perspective of using both IT and paper to complete tasks, but in the case study 
RQO\�RQH�RUJDQL]DWLRQ·V�HTXLSPHQW�ZDV�XVHG�E\�WKH�HPSOR\HHV� included in the 
research. The findings were significant as the use of two different methods to 
complete tasks caused usability issues and a high cognitive overload for the 
employees as they had to be able to manage different work tools to conduct their 
tasks. (Sellberg & Susi, 2008) Maier et al. (2019) imply that despite the various 
research of technostress so far, there is still a need to explore on the forming of 
technostress in different organizational contexts. 

Despite technostress having been a popular research field during the past 
decade, the field lacks research conducted in multiorganizational environments. 
A multiorganization includes two or more companies that work together for 
different purposes. Even though outsourcing and offshore outsourcing of 
services has been studied to some extent, they often cover outsourcing over 
country borders (Levina & Vaast, 2008) and lacks the studying of technostress.  

Based on previous research and findings, there is a research gap in the field 
and this thesis provides new insight on technostress in organizations, where the 
outsourcing of services has been made within the same country and culture. 
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Therefore, this thesis supports the findings of previous research about 
technostress by adding a new perspective to the research. By adding the 
perspective of a multiorganizational work environment this research aims to 
deepen the knowledge on how employees experience technostress and by 
analyzing the results this study will be helpful for organization management, IS 
personnel management as well as for human resource management in the ICT 
field. Conducting research in a real environment is necessary to deepen the 
understanding how technostress is experienced in a multiorganizational work 
environment. 

In this thesis conducted as a case study, the focus is on an organization 
where employees are using a double set of Information and Computer 
Technology (ICT). The organization in question is a multinational payment and 
transactional services company in Finland. The company provides customer 
service for an outside organization operating in the financial sector that has 
outsourced their customer service in payment and transactional services to the 
company in question. The employees of this organization are forced to work with 
ERWK�WKH�HPSOR\HU·V�and WKH�FXVWRPHU·V�,&7�GHYLFHV and systems. In practice this 
means that all the employees have two different laptops and are using them both 
more or less every day. The frequency of use depends on the role of the user as 
some employees use both laptops during all of their work time and some are 
XVLQJ� WKH� FXVWRPHU·V� ODSWRS� RQO\� RQ� VSHFLILF� RFFDVLRQV� RU� ZKHQ� FRQGXFWLQJ�
certain tasks. The research questions created to help define the scope of this 
research are the following: 

 
1. +RZ� XVLQJ� WZR� FRPSXWHUV� DIIHFWV� DQ� HPSOR\HH·V� H[SHULHQFH of 

technostress? 
2. 'RHV�WKH�WHFKQRVWUHVV�GLIIHU�GHSHQGLQJ�RQ�WKH�HPSOR\HH·V�UROH�RQ�WKH�FDVH�

organization? 
3. Are there differences in teleworking and working from the office? 
4. What type of coping mechanisms are employees utilizing to mitigate the 

impact of technostress? 
 
Many have explained that the level technostress grows as the role within the 
company gets more significant. In this thesis the research focuses on exploring 
more on this role tied subject and to see if higher level employees could also 
encounter less technostress than employees working on a lower tier in the 
company or if the results are similar to previous research. According to research 
from before, the stress level increases as the role or position in the organizations 
changes to a higher level (Tarafdar, Tu, Ragu-Nathan & Ragu-Nathan, 2007) and 
this study aims to bring another aspect to the previous research that a higher role 
might also indicate better IT skills and thus resulting in a less stressful work 
environment for the employee.  

For this thesis, the preliminary research conducted before the empirical 
research is conducted as a literature review. The focus of the literature review is 
to understand how technostress has been studied so far, what have been the main 
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findings in the field during recent years and what has been found related to the 
employee roles and experiences of technostress so far. In addition, the literature 
review focused on mitigation methods that have been identified in previous 
research.   

The academic articles are collected from respected journals and e-archives 
such as Aisel and Google Scholar. The publications are chosen based on their 
ratings in the Publication Forum. The relevance of the references to support this 
research is ensured by using the keywords stress, eustress, distress, technostress, 
telework, mitigation and coping methods.  While selecting the material, 
emphasis is put both on the number of citations and on the year of the publication. 
The number of citations is considered an important part of evaluating the 
relevance and validity of the used references (Chen, 2017). The number of 
citations shows that the article or book has been commonly accepted as a reliable 
and valid source of information supporting further research for the matter.   

Due to COVID-19 and it being a recent phenomenon, some articles with 
fewer citations were also accepted to this research. For these articles the research 
has been conducted recently so they have not yet had the opportunity to gain a 
large audience. By selecting research published in well-known and commonly 
accepted journals some articles were added to this review without a significant 
number of citations. The literature review also includes argumentative references 
that could prove the theories wrong to fulfill the critical thinking aspect. 
Including references both for and against the theories the analysis covers both 
negative and positive findings 

In this research the terminology is first presented to the reader. The first two 
chapters consist of the terminology and research behind both stress and 
technostress and the chapters are written as a literature review. First the reader 
is presented with stress as a concept and both positive and negative stress is 
explained in detail. After reading this chapter the reader will have a 
comprehensive understanding what stress is and how stress is relevant to this 
study. After this, technostress and research related to the subject is presented in 
its own chapter. In the chapter technostress as a phenomenon will be covered in 
more detail as well as deepening the understanding about how technostress is 
formed. The chapter also includes coping methods that have been recognized to 
help mitigate the effects of technostress. 

 The empirical research part of this thesis is presented with the 
methodology and explaining the research method and collection of the sample 
group in the fourth chapter. After this the findings of the research are presented. 
Each role is presented in their own subchapter and lastly the differences and 
similarities between the roles are presented in their own chapter. After 
presenting the findings, the discussion chapter includes analysis of the findings 
reflected to previous research. Indications for future research and limitations are 
presented in the discussion chapter as well. Lastly, the conclusion chapter 
summarizes the thesis. This thesis also includes a list of references and an 
appendix.  
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Stress is a natural state under which people function. The stress can be a reaction 
to stressors or a causal function for another feeling or reaction. According to 
Cooper, Dewe and 2·'ULVFROO� ������� VWUHVV� FDQ� EH� VHHQ� DV� UHVSRQVH-based, 
meaning that stress is created through a stimulus which leads to the experienced 
stress. The other form of stress presented by Cooper et al. (2001) is stimulus-based 
stress. This means that stress is the cause behind the possible personal reactions 
that follow the state of stress. Lazarus and Folkman (1984, p. 19) in their turn 
GHILQH�VWUHVV�DV�D�´UHODWLRQVKLS�EHWZHHQ�WKH�SHUVRQ�DQG�WKH�HQYLURQPHQW�WKDW�LV�
appraised by the person as taxing or exceeding his or her resources and 
endangering his or her well-EHLQJµ� In this chapter the stress formation and 
eustress and distress are explained based on previous research.  

2.1 How does stress emerge at work? 

In 2001 The Health and Safety executives identified seven different types of 
factors that can lead to stress within the employees (Palmer et al., 2003). One of 
these factors is the demand of the work which could include the complexity of 
used systems to be able to perform the work. According to Palmer et al. (2014) a 
Model of Work Stress was created by Palmer and Cooper in 2003 which explains 
the factors affecting the employee and symptoms that the employee might 
experience based on these factors. When experiencing symptoms of stress, the 
negative outcomes might be different physiological diseases for the individual. 
This in turn can lead to unpredictable expenses to organizations, including loss 
of personnel and having to train new employees. Both the individual and 
organizational parties experience financial loss when an employee is affected 
with work stress to a point where the stress is overwhelming. (Palmer et al., 2003) 

In figure 1 A Model of Work Stress by Palmer (2003) it can be seen that a 
single employee can be targeted by different type of stress related stimuli. 

2 STRESS 
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FIGURE 1 A Model of Work Stress (after Palmer, 2003 as cited in Palmer et al., 2003) 

Some employees experience only one or two of these, but others experience a 
strain set by several potential hazards. The more the employee is burdened with 
stress related factors, the more likely the employee may show signs of stress 
related symptoms. These can eventually lead to physical diseases and 
organizational financial loss. (Palmer et al., 2003) 

Research on stress has also faced criticism regarding the problematic 
definition of the term. Kemeny (2003, p.1) criticizes the use of stress in many 
VWXGLHV�DV�VKH�SRLQWV�RXW�WKDW�´7KH�WHUP�VWUHVV�LV�XVHG�LQ�WKH�VFLHQWLILF�OLWHUDWXUH�
in a vague and in- FRQVLVWHQW�ZD\�DQG�LV�UDUHO\�GHILQHGµ�� Instead, she uses the 
WHUP� ¶VWUHVVRUV·� WR�GHILQH�GLIIHUHQW� FRQGLWLRns that affect the LQGLYLGXDO·V well-
being. Kemeny (2003) also explains that distress is a negatively viewed form of 
stress. As there can be both positive stress and negative stress, distress describes 
the negatively experienced form of stress. This leads us closer to understanding 
the different forms of stress.  

What is problematic with defining stress and using stress as a term in 
research is the variety of types how stress is presented. Le Fevre, Matheny & Kolt 
(2003) present various forms of the use of stress in previous research. Some use 
it strictly as a state of mind where in comparison some researchers see stress as a 
result of certain stimuli, DQG� VRPH� HYHQ�XVH� VWUHVV� DV� D� ´EODQNHW-WHUPµ�ZKLFK�
means that stress is used to describe a much more complex process of stimuli, 
experiences and consequences. (Le Fevre et al., 2003) This shows that the problem 
of the word is largely behind the variety of use, making it more difficult to 
compare previous research to each other.  
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2.2 Eustress and distress 

Stress can be divided into two different types, Eustress and Distress. As previously 
mentioned, eustress is the term that describes positive stress. According to Hans 
Selye (Le Fevre et al., 2003)��ZKR� VWXGLHG� VWUHVV�GXULQJ� WKH�����·V�DQG�����·V��
eustress is ´JRRG�VWUHVVµ�DQG�ZDV�WKH�ILUVW�UHVHDUFKHU�WR�XVH�WKLV�WHUP�LQ�UHVHDUFK. 
Le Fevre et al. (2003) continue to describe distress as a state of stress where the 
pressure on an individual exceeds the level of stress that can still be managed, 
and the stress turQV�IURP�HXVWUHVV�WR�GLVWUHVV��'LVWUHVV�FDQ�WKXV�EH�VHHQ�DV�´EDG�
VWUHVVµ��DQ�RSSRVLWH�WR�HXVWUHVV�� 

As the effects of distress are far more severe than eustress, this has also led 
to more research around distress and its consequences. This has made the 
research gravitate more towards the negative stress. Fevre et al. (2003) also bring 
this up in their research in the start of the millennium as a problematic issue that 
eustress had back then been left out of the research. Due to the vast amount of 
research on distress, it can often be forgotten that stress is a psychological state 
in which people operate in. However, even if many people perform due to a 
natural feeling of stress, it is hard to separate when the stress becomes 
overpowering and starts to impact D�SHUVRQ·V�FDSDELOLW\�WR�ZRUN�� 

This is also brought up in a more recent study by Bienertova-Vasku, Lenart 
and Scheringer (2020) and according to them, in 2020 there has been around 80 
times more research including distress than eustress. Based on their view eustress 
DQG� GLVWUHVV� VKRXOG� QRW� EH� GLIIHUHG� IURP� HDFK� RWKHU�� 7KH\� DUJXH� WKDW� ´7KH�
adaptation reaction of an organism under stress is not intrinsically good or bad, 
and its effect on health or performance depend on a plethora of other interactions 
of thH�ERG\�ZLWK�WKH�HQYLURQPHQW�DV�ZHOO�DV�RQ�WKH�KLVWRU\�RI�VXFK�LQWHUDFWLRQVµ 
(Bienertova-Vasku et al., 2020, p.1). In addition, they also criticize the vague use 
of the concept of stress and eustress versus distress just like Kemeny (2003) did 
in the early 2000s. 

Another interesting aspect on eustress and distress is can the one be turned 
to another type of stress. Brule and Morgan (2018) introduce the idea of 
converting distress to eustress could be possible in some circumstances. 
Previously mentioned in this paper was also the negative effects of demands and 
according to Brule and Morgan (2018) a research group consisting of 7DGLþ�9XMĀLþ��
Oerlemans and Bakker (2017) stated that if an individual feels that they have no 
power over the demands put on them this affects the work environment 
negatively. This could mean that if employees in the case study organization in 
this thesis could feel a negative impact due to the organizational demand of using 
two different laptops for example, as it is something they do not have power over. 
Hakanen (2018) however explains, that if the employees feel that they have the 
power to impact their ways of working and taking control over their work by 
doing planned rearrangements or other activities that change the ways of 
working, this could have a positive result on the stress level of the employees. 
When the employees can have control over the technologies used in their work, 
this could result in an increase in well-being at work (Hakanen, 2018). 
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Looking more closely on 7DGLþ 9XMĀLþ et al. (2017) where a group of teachers 
were studied, the results imply that the challenges and complexity of the work 
resulted in a higher motivation. This research proved that even when work is 
perceived challenging it does not automatically mean that the work causes 
negative stress. Only when experiencing situations of the hindrance demands 
that the employees could not influence, the experienced stress turned into 
distress. (7DGLþ�9XMĀLþ et al., 2017). The results of this research could also apply to 
this thesis as it could be tested in a different kind of organization where the 
hindering demand is put on the employee by the multiorganizational 
enforcement. Since the hindering demands have been proven to create distress, 
it is necessary to research how this impacts the psychological health of employees 
throughout different organizations in various fields. 

Psychological distress can lead to several different symptoms for the 
employee. According to Drapeau, Marchand and Beaulieu-Prévost (2012) a 
negative mental state can cause physiological symptoms such as depression or 
anxiety. Understanding that the psychologically experienced stress can lead to 
severe psychophysical illnesses is key to understanding the employees load of 
work and when the workload becomes overpowering. Even though the first 
visible symptoms can be seen as emotional symptoms, these can easily lead to 
physiological symptoms that affect the HPSOR\HH·V ability to continue working. 
In worst case scenarios the experience of distress can lead to long term illnesses 
and absences from work. If an organization has an increased number of sick 
leaves, it might be necessary to examine if the workload or complexity of work is 
too heavy on the employees. This can be due to reasons related to the work 
environment, difficulties with systems, lack of training or some other attribute 
contributing to the experienced distress. (Drapeau et al., 2012) 

In addition to psychological and physiological symptoms, work stress is 
also related to risks in premature death (Keller et al., 2012). Large amount of 
continuous stress has been studied in previous research and the findings show 
that despite stress often being tied to mental health issues, long term effects can 
have a severe impact on the employHH·V� SK\VLFDO� KHDOWK� UHVXOWLQJ� LQ� FDUGLR-
vascular diseases (Vogel, Auinger & Riedl, 2019). This is important to 
acknowledge as the work careers nowadays last for several decades and the 
experienced stress throughout an LQGLYLGXDO·V career could impact the 
HPSOR\HH·V�ZHOO-being in the long run.  

A significant issue with distress and studying stress in general is the 
diversity of definitions and various interpretations of the term. According to 
Drapeau et al. (2012) the diversity of the interpretation is one of the reasons 
behind the difficulty of measuring distress or stress in research. A limitation in 
comparing studies with each other is in fact related to the differences in the 
definitions and the conducted research as the definition is always impacted by 
the authors goal and also the environment the study is conducted in. This puts 
certain limitations to the literature review as it is difficult to include all different 
definitions of the term stress into the study. However, a similarity between the 
studies can be found in the results as most of the studies have found that distress 
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is often leading to negative outcomes within employees. Therefore, it is 
important to keep researching, how individuals are impacted by stress.  
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7KH�WHUP�WHFKQRVWUHVV�ZDV�GHILQHG�LQ�WKH�����·V�E\�&UDLJ�%URG (1984) in the book 
´Technostress: The Human Cost of the Computer Revolutionµ. According to 
Brod (1984), the user is affected by using information and communication 
technology (ICT) in a way that can result in psychological symptoms. Therefore, 
%URG� VWDWHG� LQ� WKH� ��·V� WKDW� WHFKQRVWUHVV� FDQ� EH� VHHQ� DV� D� GLVHDVH� DQG� FDQ�
eventually affect the employees· capability to work.  

3.1 Technostress in general  

Technostress has been studied widely in different contexts. According to 
Tarafdar et al. (2007) it was shown that by using ICT at work it can lead to 
technostress in five different ways. These five ways included technology-
imposed information and work overload, technology invading personal life and 
privacy, inability to deal with the complexity of technology, job security threats 
and fear of technology uncertainty. In the study the research focused on role 
stress, meaning the stress experienced based on the HPSOR\HH·V� UROH� LQ� WKH�
company.  This research shows that the consequences of technostress extend over 
the boundaries of work and can affect the personal life as well. (Tarafdar et al. 
2007) 

Tarafdar, Cooper and Stich (2019) explain the Technostress Trifecta as a way 
of designing IS systems with both aspects of techno-eustress and techno-distress. 
Techno-eustress is defined as ´goodµ stress with positive outcomes. Eustress 
implies stress that comes from excitement and thrill that helps the user stay 
motivated to work. Techno-distress on the other hand is ´badµ stress that IS users 
experience and leads to seeing IS systems as a threat. 

Although the research has previously focused mainly on the negative 
outcomes of technostress, more recent research has also shown that the affects 
could also be positive. According to Hakanen (2018) positive experiences at work 
DIIHFW�WKH�HPSOR\HH·V�SHUVRQDO�OLIH��Also, co-ZRUNHUV· emotions and feelings can 

3 TECHNOSTRESS 
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affect the employee thus indicating, that it might be possible to research how 
much technostress is experienced through colleagues. This could possibly lead 
the way to understanding why certain employees experience more technostress 
than others if the closest co-workers also experience the negative aspects of 
technostress. This snowball effect could imply that if the surrounding people 
react to stress in a certain way, it reflects on a larger group of people making the 
common understanding of technostress appear stronger in some organizations 
or part of an organization. 

In the research by Califf, Sarker and Sarker (2020) they studied both positive 
and negative outcomes of technostress. According to the hypothesis before the 
study, the research group stated that techno-eustress would be positively related 
to job satisfaction and that simultaneously techno-distress would be negatively 
related to job satisfaction. According to the study these hypothesizes were 
proven correct which shows that technostress can affect job satisfaction in both a 
positive and negative manner. (Califf et al., 2020). However, despite the 
correlation between negative stress often leading to dissatisfaction at work, it can 
also lead to positive outcomes resulting in a higher work engagement, but this 
balance between positive and negative technostress is difficult to see and varies 
between different individuals due to differences in personalities (Maier et al. 2019; 
Hsaio, 2017).  

Wang et al. (2008) explain that the pressure on employees to learn how to 
use new IT and the need for comprehensive IT skills are impacting employees in 
a negative way. This type of work environment where the employees are 
constantly facing new IT systems have been observed to experience technostress. 
The study by Wang et al. (2008) shows that employees of more centralized 
organizations seem to experience more technostress and on the contrary 
organizations that identify as low centralized organizations with a lower level of 
innovation experience less technostress. Wang et al. (2008) argue that the work 
environment and the organizational context is of value when studying 
technostress in organizations.  

3.2 How technostress is formed 

Technostress is often experienced in work settings where the employee is unable 
to handle the number of systems or the constant interruptions in work due to 
several systems (Tarafdar et al., 2010). Employees are forced to work with 
numerous systems and platforms simultaneously and this has caused 
technostress for many employees.  

Tarafdar et al. (2007) presented that experienced technostress also increases 
the amount of role stress an individual can experience. As many organizations 
strive towards leaner and more agile ways of working, this is often achieved 
using new innovations and technologies. This in turn lead to added techno-
overload and can lead to technostress as the employee is forced to both learn to 
use new system and include them in their work. (Tarafdar et al., 2007).   
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Tarafdar et al (2007) explain that the different forms of technostress are 
Techno-overload, Techno-invasion, techno-complexity, Techno-uncertainty, and 
Techno-insecurity (figure 2). 
 

 

FIGURE 2 Different forms of technostress (after Tarafdar et al 2007) 

The five different forms of technostress after Tarafdar et al. (2007) display a range 
of different target areas. Techno-insecurity describes the state where the use of 
complex technologies cause insecurities for the users, such as fear of losing jobs. 
Techno-uncertainty is related to continuous changes in the systems in use, 
causing for the users to be uncertain when or if the systems are changing or 
changed completely. Techno-overload might lead to employees having the need 
to work longer or faster than they are required to. Continuous reactiveness can 
lead to a feeling that the employees lack control of their work or that the 
employees have difficulties with remembering their tasks.  Techno-complexity in 
turn means that due to the complexity of the systems in use, the users are forced 
to spend more time in learning and using the different systems. Lastly, techno-
invasion describes the lack of boundaries between work and free-time, where the 
employee feels that they must be always available and must respond to different 
requests continuously. (Tarafdar et al., 2007) 
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According to Barber and Santuzzi (2015), a fast response time and quick 
responses to current topics is constantly required in the work environment. This 
may lead to an increased need for the employee to respond to messages and 
contacts just as quickly, creating telecommunication pressure, or telepressure for 
short, for the employee. Studies show that telepressure directly affects the 
recovery time an employee needs after a day of work. According to the research 
results, telepressure may even lead to a state of burnout in which the employee 
is no longer able to perform his or her job duties. The study also found differences 
in the telecommunications pressure experienced by different parties and its 
treatment depending on the role of the employee. (Barber & Santuzzi, 2015) 

According to Çoklar and Sahin (2011) Champion stated that technostress 
can be divided into two different factors, environmental and social factors. The 
Environmental factors leading to technostress include for example inappropriate 
working conditions including lighting, insufficiency in equipment or other 
incompatibilities. Social factors can include factors such as work and role changes 
or anxiety over losing the job. These show that even though the concept of 
technostress is well-known, it can have severe consequences on employees that 
might be harder to spot by the employer and therefore also more difficult to 
tackle the issues leading to technostress as the employer could be unaware of the 
situation if the factors causing the possible technostress are not recognized. 
(Çoklar & Sahin, 2011.) 

Technostress is inevitably a result that is not possible to rule out due to the 
nature of present work environments. Understanding the cause behind 
experienced technostress and by understanding what technostress can lead to is 
key when leading technology-based organizations.  

3.2.1 Role stress  

7KH�HDUOLHVW�WKHRULHV�DERXW�5ROH�7KHRULHV�OLH�LQ�0HUWRQ·V�5ROH�7KHRU\ from the 
1950·V� (as cited in Solomon, Surprenant, Czepiel & Gutman,1985) where roles 
refer to the position an individual has in a certain context or organization. Tied 
with the role the individual has are also the expected and accepted behaviors tied 
to the specific role (Solomon et al., 1985). Significant about the role theory is that 
certain behavioral features are normatively seen tied to each other and by this 
way people in general expect a person in a certain role to act in a certain way. 
Richard, Washburn and Hemphill (2019) present that the Role socialization 
theory is important to understand when studying individuals in different 
organizations as understanding the expectations and generally accepted ways of 
working in an organization might put a strain on the individual being researched.  

The information overload every employee must face at work is becoming 
more and more overpowering as many work environments not only require the 
user to use several systems but to also be able to combine the use and understand 
the complexity of the systems and in addition to also contribute to the work with 
their input. With all of this put together it is no surprise that many employees 
experience technostress in different ways. Tarafdar et al. (2010) also explains the 
relationship between the task role and the employee role and how these are tied 
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with the experienced technostress. According to their model, the focus of 
technostress is depending on the stressors, which are Role stressors, Task 
stressors and Technology stressors. Together with different situational variables 
the strain is the result of the different factors put on the individual by the used 
technology. Together these create the relationship for the focus area. According 
to results found by the research, if technostress is experienced, this leads to 
dissatisfaction with the used ICT systems. This shows that even if the systems 
themselves are functioning and easy to use, the user experiencing technostress 
on a personal level could still feel negative towards the used system. This would 
then further indicate that the system is not always the reason behind the 
WHFKQRVWUHVV��EXW�LW�FRXOG�DOVR�EH�WKH�XVHU·V�RZQ�LQDELOLW\�RU�ODFN�RI�H[SHULHQFH�WR�
use the system that leads to experienced technostress and therefore results in a 
negative within the user.  (Tarafdar et al., 2010) 

Tarafdar et al. (2007) explain that based on their research it is necessary to 
do more research in the field to understand how technostress is experienced 
GHSHQGLQJ�RQ�WKH�HPSOR\HH·V�UROH�LQ�WKH�FRPSDQ\��$FFRUGLQJ�WR�WKH�VWXG\�WKH�
experienced technostress may vary depending on the tasks and organizational 
responsibilities. By researching more into role stress, it would help the IS 
personnel management to find ways to reduce the amount of technostress by 
focusing on organizational management.  

In Richards et al. (2019) research they tested their model of perceived 
mattering and role stress factors in how they impact job satisfaction within a 
group of teachers. In the study conducted they used the model described in 
figure 3.  

 

FIGURE 3 Perceived mattering, role stress, emotional exhaustion and job satisfaction model 
(after Richards, Washburn and Hemphill, 2019) 
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Based on the model in the research by Richards et al. (2019) the results were clear 
where the role stressors had a clear correlation with job satisfaction and 
emotional exhaustion which in turn also influenced mediating the feeling of job 
satisfaction. This shows that it is important to understand what type of strain is 
tied to certain type of roles within an organization. By understanding the social 
context for the role, the expected normative ways of reacting and working if 
certain situations could also have an impact on how the person in the position 
experiences stress and therefore also how the person experiences technostress. 
(Richards et al., 2019) 

What is also important to note is that technostress and techno-uncertainty 
and the overload the use of technologies cause an employee are not always 
negative. Despite it often being negative, the impact the use of technologies has 
on an individual is tied with the employees own capabilities and personality 
traits. Ahmad, Amin and Ismail (2012) explain that for some employees the 
techno-overload or need for quick reactions and fast working it might function 
as a motivator to do better as it creates positive challenges for the type of 
employees who are able to handle the workload.  

The personality traits and the person-environment approach to studying 
stress in different organizational context was also explained by Edwards and 
Cooper (2013) back in the nineties. According to Edwards and Cooper (2013) 
Person-Environment fit research is different than studying the Environmental 
supplies versus the personal motives, goals and values, the S-V fit for short and 
not to be confused with studying the environments demands on the person 
compared to their abilities and skills, the D-A fit for short. This also shows that 
technostress and its impact and the experiences can be studies in various ways 
as there can be several different premises for the conducted research. If the scope 
and purpose is left undefined, the results of the research can be misleading. 
(Edwards & Cooper, 2013) 

3.2.2 Communication systems and interruptions 

The use of different systems can include completing various tasks, but an 
employee could also use several systems for purely communicative purposes. 
This adds to the continuous interruptions at work and with all new 
communication tools that have been taken into use due to the COVID-19 
pandemic, it has not made working less stressful.  

Using several communication systems at work has a clear impact on job 
productivity due to constant interruptions (Tarafdar et al., 2007). This theory is 
also supported by other researchers. For example, Tams, Thatcher and Grover 
(2018) have studied technostress that is purely created by the interruptions at 
work and how this is tied to the average age of the employees in the organization. 
Typically, the higher the age of the employee is, the more technostress impacts 
WKH�HPSOR\HH·V�DELOLW\�WR�ZRUN��7DPV�HW�DO����������$V�RUJDQL]DWLRQV�RIWHQ�HPSOR\�
people in different age groups, it is important to understand the impact an 
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LQGLYLGXDO·V� DJH� KDV� RQ� WKH� FDSDELOLW\� RI� KDQGOLQJ� FRQVWDQW� communicative 
interruptions at work and how this impacts their performance. 

Salo, Pirkkalainen and Koskelainen (2019) found that because of constant 
interruptions by communication systems, the users experienced more difficulties 
in concentration and an increased amount of sleep issues. This implies that 
WHFKQRVWUHVV�KDV�DQ�LPSDFW�QRW�RQO\�RQ�WKH�LQGLYLGXDO·V�ZRUN�OLIH�EXW�DOVR�UHIOHFWV�
over to the personal life. The use of Social Networking Service (SNS) had 
increased the potential situations for the user to experience technostress (Salo etl 
al., 2019). As these type of communicative systems (Teams, Slack, etc.) are 
increasingly used in corporate environments, it could also show that the same 
issue can be seen at work.  

As the effects of technostress do not end where work ends, there is a clear 
connection between a personal well-being as well as work well-being. Shu, Tu 
and Wang (2011) explain, that the more dependent the employee is of the 
technology, the more technostress is experienced between employees. Constant 
connectivity to work can result in technostress within employees as they are 
unable to disconnect after office hours if work is constantly present in their free 
time.  

The increased use of ICT in communication has resulted in several different 
outcomes. According to Barley, Meyers and Grodal (2011) explain that according 
to prior research, the use of different communication technologies at work allow 
employees to extend their work outside office hours and also increases the 
amount of workload employees experience during work compared to the time 
before different communication technologies were introduced to companies. 
Barley et al. (2011) also imply that the use of emails and other technologies 
designed for communication increase the volume of work, cause interruptions, 
extends work hours and thus increases the experience of workload. In some 
interviews in the study the work overload on HPSOR\HHV· free time was invasive 
and pRUWDEOH� FRPPXQLFDWLRQ� GHYLFHV� HQDEOHG� WKH� HPSOR\HH·V� DELOLW\� WR� ZRUN�
during family vacations. What was noticeable in the research was that not only 
GLG�WKLV�LQFUHDVH�WKH�HPSOR\HH·V�ZRUN�KRXUV��EXW�WKH�HPSOR\HH�IHOW�SURXG�DERXW�
being able to contribute to work at all hours. (Barley et al., 2011) This would 
LPSO\�WKDW�LQ�VRPH�FDVHV��GHSHQGLQJ�RQ�WKH�HPSOR\HH�VWDWXV�DQG�WKH�HPSOR\HH·V�
own personal values, some employees might find their input to their work of 
high value and might even feel irreplaceable. However, this is highly influenced 
E\�WKH�HPSOR\HH·V�RZQ�GHVLUH�WR�FRQWURO�WKH�XVH�RI�FRPPXQLFDWLRQ�WHFKQRORJLHV�
during work and outside office hours.  

$FFRUGLQJ�WR�6WLFK��7DUDIGDU��&RRSHU�DQG�6WDFH\��������WKH�LQGLYLGXDO·V�RZQ�
preferences and ways of using communication applications help to delineate 
how much these are used, how the person handles the possible interruptions and 
KRZ�PXFK�WKH�ZRUN�LV�DOORZHG�WR�RYHUIORZ�RQ�WKH�SHUVRQ·V�IUHH�WLPH��This shows 
DJDLQ� WKDW� DQ� HPSOR\HH·V� SHUVRQDOLW\� DQG� VNLOOV� LQ� XVLQJ IT impacts the ways 
employees react to technology related stressors at work (Maier et al., 2019, Hsaio, 
2017). 
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3.3 Mitigation and coping mechanisms 

Based on previous research technostress has severe effects on the employees as 
this can result in sleep deprivation, stress, depression as well as gastrointestinal 
symptoms and headaches. Both physical and physiological symptoms can be 
caused by experiencing technostress and therefore it is also as equally important 
to understand the ways of mitigating said stress effects with different measures. 
Identifying the symptoms is only a part of understanding the phenomenon, 
knowing the mitigating ways can help minimize the effects on individuals. The 
more strain an employee is forced to face at work, the more likely the employee 
suffers from stress related symptoms that could lead to different consequences 
such as clinical depression (Madsen et al. 2017). 

A way of presenting the forming of technostress and how mitigation of 
technostress follows is E\� VWXG\LQJ� *DOOXFK�� *URYHU� DQG� 7KDWFKHU·V� �������
Transactional Model of Stress (Figure 4). 
  

 

FIGURE 4 Transactional Model of Stress (after Galluch, Grover & Thatcher, 2015) 

This model considers primary and secondary appraisal of the user and how the 
coping mechanisms fit into the figure of experienced stress. In the model the 
strain technostress causes are a result of ICT enabled stressors, how the user 
perceives the stress, how the user is coping with the perceived stress and how it 
eventually forms into strain. Galluch et al. (2015) explain in their model that the 
perceived stress is a result of the used ICT and also by the amount of control the 
user has of the system. The research studied both male and female employees in 
an organization, but according to the research the limitation of the study was the 
age of the sample group. When studying technostress, the average age of the 
sample group as well as the tech-readiness could quite possibly have a significant 
impact on the result as younger people often tend possess better IT skills than 
employees of older age. (Galluch et al., 2015)  
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Several different types of mitigating measures for technostress have been 
identified in previous research. Reducing IT -related stress can include the 
opportunity to be able to express the frustration with the systems with other 
colleagues, which shows that the company community and organizational 
culture is an important tool in mitigating the effects of technostress. Blaming the 
IT and venting about it to other co-workers online or offline has been identified 
as one of the main IT specific coping methods when facing issues with IT (Salo, 
Makkonen & Hekkala, 2020). Another way is distancing completely from the 
used technology when it is possible, after work for example. This could mean 
having other activities planned after work that are not related to any work 
technology or some kind of leisure activity that takes the mind of work. (Tarafdar, 
Salo, Pirkkalainen & Makkonen, 2020)  

Venting about the impact of IT use of work has also been recognized as a 
good way of coping with technostress by Pirkkalainen, Salo, Tarafdar and 
Makkonen (2019) LQ� WKHLU� UHVHDUFK�SDSHU� ´'HOLEHUDWH� RU� ,QVWLQFWLYH"� 3URDFWLYH�
and Reactive Coping for Technostressµ��According to the research actively trying 
to look for new coping mechanisms for technostress and also using these in 
practice adds to the productivity at work and has a positive impact on the 
LQGLYLGXDOV·� DQG� WKH� ZRUN� FRPPXQLW\·V� ZHOO-being. The proactive coping 
methods have to be supported by the organization as well, so that the pressure 
of trying to cope with technostress does not fall on the individual alone.  

What the individual can do to mitigate the results of technostress are 
helpful when studying individuals but it is also important for the organization 
to understand technostress and its impact on its employees and by this also offer 
ways to help cope with the effects of technostress. A way of supporting 
employees in this is actively supporting the employees in coping with 
technostress. One example of this is encouraging the employees into planning 
their own mitigative actions as a part of their work strategy (Pirkkalainen et al., 
2019).  

By including the mitigative actions for technostress in the organizations HR 
VWUDWHJ\�WKLV�FDQ�KDYH�D�SRVLWLYH�LPSDFW�RQ�WKH�FRPSDQ\·V�RUJDQL]DWLRQDO�ZHOO-
being and also on the individuals in their free time. By showing support to the 
employees it also adds to the employee engagement as they feel more valued by 
the company. Shu et al. (2011) explain in their research that self-efficacy plays a 
significant role in coping with technostress and being able to manage the 
computer technology at work. According to the research, higher level of self-
efficacy help individuals and decrease experiences of technostress. Supporting 
employees in improving their self-efficacy is therefore important in order to 
LPSURYH�WKH�HPSOR\HHV·�FDSDELOLWLHV�LQ�FRSLQJ�ZLWK�WHFKQRORJ\�DW�ZRUN� 

,Q�DGGLWLRQ� WR� WKH�HPSOR\HH·V� UROH�� WKH� LQGLYLGXDO·V�SHUVRQDOLW\� WUDLWV� FDQ�
influence the experience of technostress. According to Korzynski, Rook, Treacy 
and De Vries (2020) technostress is experienced in various ways depending on 
pseudo-personalities. The research covered different personalities such as 
extroverts and introverts and high and low self-esteem. As a result of the research 
they implied that different personality traits need to be considered when trying 



26 

to find ways of mitigation and methods to help cope with technostress in 
different contexts.  

According to Ioannou and Papazafeiropoulou (2017) coping with 
technostress requires IT mindfulness, which means that the employee 
understands how to use the given IT and finds new ways in utilizing IT systems 
in their everyday work. This is also relDWHG�WR�WKH�HPSOR\HH·V�SHUVRQDOLW\�DQG�can 
improve the end user satisfaction and performance at work as they are more 
capable of handling technostress creators. (Ioannou & Papazafeiropoulou, 2017).  

Salo et al. (2020) explain that helping the companies plan a strategy for IT 
related technostress and its mitigation within employees is including the training 
aspect into the planning. By ensuring that the employees are well trained the 
experienced technostress can be lessened in the organization. Another way is to 
encourage appraisal towards the employees from the management side as this 
has been proven to be a good tool for coping with technostress. (Salo et al., 2020). 
Positive attitudes towards IT and its use in work is also a contributor to 
mitigating the impact of technostress and enhancing the commitment to the 
organization, which can be supported by appraisal (Kumar, Lal, Bansal & Sharma, 
2013). Uncertainty with information security and the purpose of systems can also 
be a reason behind an elevated experience of technostress and therefore it is 
important to also listen to the employees regarding their needs for additional 
training or support.  

To summarize, mitigation of technostress is important for organizations to 
avoid employee exhaustion and burnout caused by technostress. Different 
coping mechanisms such as venting, peer support, appraisal by the employer and 
training the employees have been found successful in mitigating the impact of 
technostress. By focusing on coping methods, the employee well-being can be 
enhanced in the organization and employees that face technostress at work are 
better able to avoid the negative consequences of stress. 
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In this chapter the research methodology for the empirical study is presented to 
the reader. Firstly, the reader is presented with the case organization in the case 
description chapter. After this, the reader is presented with the description of the 
chosen research method for this case study. The description of the data collection 
is explained in the following part and in the last part the analysis of the collected 
data is explained. After reading this chapter the reader will have a 
comprehensive understanding of how this case study was conducted and how 
the results were found.  

4.1 Case description 

The case company in question is a leading technology company in the financial 
sector providing secure payment solutions to different customer organizations. 
The company is a large global company with clients in different countries around 
the world. The company employs over 20 000 employees worldwide and has a 
revenue of 3.7 billion euros. Operating in over 50 countries the specific 
department used for this research was the Finnish department. In the research 
scope the research covered a department employing around 150 employees in 
different roles and position in the company. The case company offers services to 
a customer operating in the financial sector. The case company is responsible for 
SURYLGLQJ�FXVWRPHU�VHUYLFH�WR�WKH�FXVWRPHU�FRPSDQ\·V�customers and functions 
as a third-party operator. The case company also includes different operating 
departments in the Finnish department, but for this research the focus is on the 
customer care department and different employees in that specific department.  

In the case company the employees work with two different laptops. The 
two different laptops are provided by the case company, which is referred as the 
employer company in this research, and the customer company, to whom the 
case company is offering their services to. This means that the employees of the 
case company are operating on two different devices that are from different 

4 RESEARCH METHODOLOGY 
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companies. Both laptops have their own systems and brands and they both must 
EH�LQ�XVH�LQ�GLIIHUHQW�IUHTXHQFLHV�GHSHQGLQJ�RQ�WKH�HPSOR\HH·V�UROH�DQG�WDVNV��
The nature of use of the two laptops varies from continuous use every day to 
infrequent use a couple of times a month.  

The different types of roles for this research are from the customer contact 
center of the case company. The roles are divided into three different levels: the 
low level, mid-level and high-level roles. Despite the division of levels between 
the role, the organization·V culture does not rely on a strong hierarchy or strong 
division between employees and their roles, but to emphasize the difference 
between the different roles and the significance for this research, the roles have 
been divided into three different levels.  

The roles selected include Customer Advisors (CA), which are referred to 
as the low-level role in this research. The Customer Advisors are the first point 
of contact to the customers and are in direct contact with the end customer. The 
High-level role for this research consists of Team Managers (TM), who are 
responsible of their own teams consisting of Customer Advisors. The third role 
in this research is called Coaching Supervisor (CS) and the role is referred to as 
the mid-level role, as they are hierarchically in between the low-level role and the 
high-level role. The Coaching Supervisor role is responsible for supporting the 
Customer Advisors in their everyday tasks and supporting the Team Managers 
with achieving their team goals and improving the Customer DGYLVRU·V 
performance.  

The concept of a multiorganization comes from the customer relationship 
between the two organizations. A multiorganization is an organization that 
consists of two or several organizations depending on each other for services or 
other performance. The case company, which is the employer company, is a 
different organization and has its own organizational culture and work 
environment compared the customer organization, to whom the case company 
is providing their services. The customer company has therefore outsourced 
some of its services to a third party. Despite the outsourcing of services, the case 
FRPSDQ\�VWLOO�XVHV�ERWK�RZQ�V\VWHPV�DV�ZHOO�DV�WKH�FXVWRPHU·V�RSHUDWLQJ�V\VWHPV�
and hardware to provide the end customer with service. This results in using two 
different devices as both companies in the context provide the Customer 
Advisors with a laptop.  

The case study method for this research was chosen to study more deeply 
on how the employees experience working with two laptops. Neale, Thapa and 
Boyce (2006) explain that the case study method makes it possible to focus on 
specific phenomenon, people, or processes in a selected environment worth 
researching and therefore the case study method was the most appropriate 
research method for this research. A few limitations to the case study method can 
be found as according to Neale et al. (2006) case studies can be long, it can be 
difficult to be thorough and careful and the results can be difficult to generalize 
to larger groups as the research focuses on a small, specific sample group. 
However, the advantages are focused on shedding light on a specific challenge 
and the findings can help overcome these challenges. Crowe et al. (2011, p.1) 
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H[SODLQ� WKDW� WKH� FDVH� VWXG\� PHWKRG� ´���� DOORZV� LQ-depth, multi-faceted 
explorations of complex issues in their real-OLIH�VHWWLQJVµ��7R�EH�DEOH�WR�SUHVHQW�
case study findings in a reliable manner it is also important to explain how the 
data has been collected and what type of research methodology has been used 
for the data collection (Benbasat, Goldstein & Mead, 1987). Therefore, in the next 
chapter the data collection is presented. 

4.2 Data collection 

For this thesis the research was conducted as qualitative research. According to 
Hirsjärvi and Hurme (2008) interviews can be held in groups or individually and 
the interview structure can be divided structured or semi-structured interviews. 
The method chosen for this case study was semi-structured interviews as the case 
study research method often focuses on a single entity with a small sample group 
representing a part of the target group (McIntosh & Morse, 2015) and semi-
structured interviews are proved to be suitable for such research (Hirsjärvi & 
Hurme, 2008). For this research the scope covered only a part of the case 
organization and the research could not include the whole staff due to time limits. 
Therefore, the qualitative research method of semi-structured interviews and a 
case study method was chosen.  

According to McIntosh and Morse (2015) semi-structured interviews (SSI) 
can be free formed making room for more free and open conversation between 
the interviewee and the interviewer as the complete interview has not been 
decided on before conducting the interview. By deciding specific themes before 
the interviews and having some support questions the interviewee keeps up the 
conversation with the interviewee but does not restrict the interviewee too much 
with pre-determined questions. Depending on how the conversation progresses, 
the questions and their order might also change.  Hove and Anda (2005) explain 
the process of conducting interviews as activities shown in figure 5.  
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FIGURE 5 Interview activities (after Hove and Anda, 2005) 

  
 

In the activities by Hove and Anda (2005) the scheduling includes contacting the 
sample group and agreeing on the interview place and time. Collecting 
background information before the interviews is necessary when choosing the 
right type of people to include in the research. Preparing for the interviews is 
important to be able to conduct the interviews in the given time frame and to 
make the interview professional. Discussions and meetings need to be help if the 
research is done by multiple researchers, however, in this case study research the 
research was done by one person, so the meetings were not necessary. After the 
interviews summarizing the interviews is an important part where the 
interviewer can gather thoughts and go over the interview when the 
conversation is still fresh in memory. Lastly, transcribing the interviews if audio 
recording is available helps to analyze the material in detail. (Hove & Anda, 2005). 
In addition to the activities, Hove and Anda (2005) continue to explain that 
conducting interviews successfully is highly dependent on the LQWHUYLHZHU·V 
skills in steering and controlling the conversation enough while not restricting 
the interviewee or influencing the UHVSRQGHQWV· opinions.  

For the research an interview structure was created which can be found as 
appendix 1 in this paper. The interview structure covered three different main 
themes: How the two different laptops were used, how the use of two laptops 
felt for the interviewee and what methods the interviewee had for coping with 
possible stress factors created by the use of two laptops. In addition to these three 
main themes, the effects of teleworking were also covered in the interviews. In 
the interviews special attention was paid to whether the interviewee raised 
teleworking themselves in the conversation or if it was brought up by the 
interviewer.  With using the pre-designed structure for each interview all of the 
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interviews covered the required sections for this research without making the 
conversation flow too restrictive (McIntosh & Morse, 2015).  

After the interview structure was created, the collection of the sample group 
was initiated. Adams (2015) explains that when conducting research through 
interviews the difficult part is deciding on the size of the sample group as well as 
choosing the interviewees for the research. According to Adams (2015) the 
interviewees should be chosen by random as to the interviewees not being biased. 
For this research eight interviews were conducted between different roles in the 
organization. In total, the company employed 135 employees in the Finnish 
department, when the interviews were conducted. Of these, around 80 worked 
in the contact center, from where the interviewees were selected. Therefore, this 
study does not consider employees in any other contexts and their experience 
with the two tools.  

The interviewees were chosen based on their role in the organization: 
Customer Advisor, Coaching Supervisor and Team Manager. The organization 
employs four team managers and three coaching supervisors so with these roles 
the interviews were held with the employees available at the time of the 
interviewee. Around 70 customer advisors were employed in the organization at 
the time of the interviews. As there were significantly more people working in 
this role, four interviewees were picked from this group. Myers and Newman 
(2007) explain that when implementing qualitative research, it is important to 
hear from different representatives and while balancing between giving a certain 
role too much emphasis, it was important for the study to include more customer 
advisors to the research as they represent a larger group of employees in the case 
organization.  

The interviewees were not collected on a registration basis. This decision 
was made so that a representative group of interviewees had not accumulated an 
attitude towards the subject. If the interviewees would have been selected based 
on a voluntary basis, the sample group might have consisted of employees who 
in principle have a negative attitude towards the use of the two devices. Instead, 
the interviewees were chosen based on the customer advisors work schedule at 
random and not hand-picked from the crowd. To ensure that the selected people 
have a suitable background for the research (Phillips et al., 2009), an initial 
background screening was made of the employees as to how long they had been 
working in the company and how much do the employees work at the office or 
remotely. Attention was made on the length of their career in the organization in 
order to see if the responses would be different between recently onboarded 
employees and those who had been working in the organization for a longer 
period of time. The interviewees from the customer advisor role were also chosen 
based on are they working both remotely and at the office or full time mainly at 
one or the other location to see if differences between teleworkers would be 
found. The interviewees participated in the interviews of their own free will, and 
after selection, the interviewees were offered the opportunity to refuse the 
interview if they did not want to participate in the study or did not show interest 
in the topic.  
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As the surroundings and other external factors could impact the interviews 
in a negative way (Taideteollinen Korkeakoulu, n.d.), the interviews were held 
on premises, face-to-face in a closed room without distractions. These types of 
interviews are typicaOO\�WKH�PRVW�VXLWDEOH�UHVHDUFK�PHWKRGV�́ used in order to find 
RXW�DERXW�SHRSOH·V�H[SHULHQFHV�LQ�FRQWH[W�DQG�WKH�PHDQLQJV�WKHVH�KROGµ��+ROOZD\�
& Jefferson, 2008, p. 298). The interviews were scheduled to last one hour and 
during this time the interviewees were presented of the scope of the study as the 
following excerpt from the privacy statement presented to the interviewees: 

x The aim of the study is to find out how technostress is experienced 
by employees when they use the tools (computers) of two different 
organizations in their daily work. The purpose of the study is to 
investigate how, for example, training and experience are reflected 
in an employee's ability to deal with technostress and what means 
people in the company have to reduce the effects of technostress.  
 

x The study also examines the differences between teleworking and 
teleworking in the use of the two tools and how it is reflected in the 
perceived technostress. 

After presenting the aim of the study, the interviewees were prepped for the 
interview with explaining the interview method and structure. At this point the 
interviewees were again offered the opportunity to refuse to participate in the 
interviews as they also had been offered the same opportunity when the 
interviews were scheduled. All the interviews were recorded with the permission 
of the interviewees to help with the further analysis of the interviews later.  

After starting the interview, the interviewees were asked to state their age, 
educational background, their career length including all work experience, their 
career length in the case company and their role in the organization. These 
background questions were asked in order to gain an upper-level understanding 
of the LQWHUYLHZHH·V status and experience in the case organization and also to 
help situate the researcher in the interview setting (Myers & Newman, 2007; 
Myers, 2019).  

After asking the demographic questions presented to all in the same 
manner, the interviews proceeded to the different themes. Based on the 
intervieweH·V�UROH�LQ�WKH�FRPSDQ\�WKH�GLVFXVVLRQ�WRRN�GLIIHUHQW�IRUPV��'HVSLWH�
the variety in the discussions, all three themes were discussed with each 
interviewee. The different themes for the interviews were working with two 
laptops in general, how the interruptions affected the employee and what type 
of mitigating actions they had learned or recognized in themselves to mitigate 
the possible impacts caused by using two devices. 

According to Potter and Hepburn (2005) using terminology with 
psychological or cognitive connotation can be harmful for the interview and steer 
the conversation automatically towards a direction unintentionally. In Potter and 
+HSEXUQ·V��������UHVHDUFK�VSHFLILFDOO\�WKH�XVH�RI�WKH�ZRUG�¶VWUHVV·�FRXOG�EH�VHHQ�
as harmful for the interview as the word itself already has a significant 
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psychological meaning for people in general. As the interviews were held, 
explaining the word technostress or mentioning technostress prior to the 
interview in larger context was avoided. This was done to avoid the interviewees 
familiarizing with the subject prior to the interviews and forming opinions about 
the subject impacting the possible responses to the interview questions. However, 
as the interview focused on the experiences of stress, the word stress was used in 
the interviews, but the tone was kept as neutral as possible to avoid emotional 
emphasis of the word.  

The interviewees were also notified of the confidentiality of the 
conversation to get as candid answers as possible from the interviewees (Adams, 
2015) as both the interviewer and the interviewees were employed by the same 
case organization but worked in different positions in the organization. To 
minimize the impact of the LQWHUYLHZHU·V role in the organization, the interviewee 
was given the opportunity to explain their experiences without the interviewee 
responding with own experiences, which might also impact the responses if too 
much self-reflection is brought in by the interviewer (Brinkmann, 2014; Malterud, 
2001). Despite focusing on making the interview setting as neutral as possible, it 
is necessary to understand that the interviewer is always co-creating the research 
data with the interviewee (McGrath, Palmgren & Liljedahl, 2019) and it is a 
necessary note in this research as well. To avoid situations where the interviewee 
would get too much of a leading role in the discussion, the interviews were held 
focusing on listening to the interviewee as much as possible (McGrath et al., 2019) 
and by asking follow-XS�TXHVWLRQV�OLNH�́ ZK\�GR�\RX�IHHO�OLNH�WKLV"µ�RU�́ KRZ�GRHV�
WKDW�PDNH�\RX�IHHO"µ� 

4.3 Data analysis  

The data analysis phase after the data collection is the central part of conducting 
research. According to numerous researchers, the analysis phase is where the 
findings of the data collection is studied in detail, several times. Depending on 
the researcher and their experience, the data analysis can differ and there are 
several different methods to be chosen from in order to form synthesis and 
summaries of the findings. (Adams, 2015; Hirsjärvi & Hurme, 2008; Hove & Anda, 
2005; Malterud, 2001) 

After the interviews were held, the notes were revised and cleaned up when 
the memory of the conversation was still fresh. This is necessary to ensure that 
the interviewer can understand the notes later when using them for the analysis 
(Adams, 2015). After all the interviews had been held, the data analysis phase 
continued with transcriptions of each interview. Transcribing the interviews is 
necessary in order to analyze the interviews thoroughly and to be able to 
highlight the main findings (Adams, 2015; Hove & Anda, 2005). McGrath et al.  
(2019) explain that verbatim transcription, which is a technique where the 
interview recordings are transformed into written form word by word can take 
up to four to eight times as long as the original recording is.  
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Anonymizing the data of interviews is a necessary step to be taken when 
transcribing and presenting findings from conducted research. Anonymizing all 
data is rarely possible as the interviewees can always recognize themselves from 
the reports and if the interviewees are aware of the other participants in the 
research, it might be a possibility that they recognize others from the report. 
(Saunders, Kitzinger & Kitzinger, 2015.) By following the McLellan-Lemal, 
0DF4XHHQ�DQG�1HLGLJ·V��������ODEHOLQJ�LQVWUXFWLRQV�IRU�LQWHUYLHZ�WUDQVFULSWLRQV��
WKH�LQWHUYLHZHH·V�ZHUH�ODEHOHG�DV�&$� �&XVWRPHU�$GYLVRU��70� �7HDP�0DQDJHU�
and CS = Coaching Supervisor. The interviewes were then numbered according 
to a random order to anonymize the interviews even further and the citations 
presented in the findings chapter of this research appear in a random order, not 
tied to the interview order. Although the anonymization of the data was made, 
the data cannot be seen as completely anonymized as the researcher still had been 
involved in the interviews and has conducted the interviews face-to-face 
(Saunders et al., 2015). 

Malterud (2005) suggests that inexperienced researchers should rely on 
already existing data analysis methods instead of simply relying on their own 
interpretation and free analysis of the collected data as it helps to understand 
how the analysis is done properly and with enough detail. Therefore, for this 
analysis the collected data was first transcribed. The transcription resulted in 80 
pages of word-to-word transcription Any mentions of organizations and systems 
used in the organization were left out from the written transcription. Attention 
was also put on DQ\� SDXVHV� LQ� WKH� LQWHUYLHZHH·V� WDONLQJ� RU� RWKHU� LQDXGLEOH�
wordings or emotions (e.g. laughing, nervousness, frustration) to distinguish the 
emotions the interviewer could hear from the recording or observed during the 
interviews (Halcomb & Davidson, 2006). 

After the transcription was completed, the interviews were first compared 
based on the roles and then also cross-examined across roles in order to find 
differences and similarities between the interviews. The transcripts were used as 
a tool (McLellan-Lemal et al., 2003) to understand and analyze the conversations 
with the interviewees. Similar terminology and concepts brought up by the 
interviewees were highlighted and combined in order to find the similarities 
between the different roles as well as sorted into columns to help with the data 
analysis process. In addition, the differences were also sorted into a separate 
spreadsheet and columns to see, what differences were found depending on the 
role and if there were any similarities or differences between the three roles.  



35 

To summarize the data analysis the data analysis process for this research 
paper can be found in figure 6, where each step of the data analysis process has 
been explained in a visual format.  

4.4 Reliability and validity 

Evaluating reliability of qualitative research has been a controversial matter 
according to Golafshani (2003) but still it is necessary for the researcher to be able 
to convince the reader about the reliability and validity of the conducted research 
to gain the trust of the reader. Qualitative research is prone to influence of the 
UHVHDUFKHU·V own opinions and other circumstantial factors that are not a threat 
to quantitative analysis (Kaplan & Maxwell, 2005; Morse, Barrett, Mayan, Olson 
& Spiers, 2002). In this thesis to ensure rigor, the data collection and analysis was 
done based on previously well-assessed measures.  

Kaplan and Maxwell (2005) explain that a reason for conducting qualitative 
in Information system research is the possibility to understand how the end users 

FIGURE 6 Data analysis activities 
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consider the use of systems or devices and what the systems mean to the users. 
Therefore, in depth semi-structured interviews are the most suitable option for 
this case research. The research questions were formed to help understand how 
the use of two laptops was perceived by the employees having to operate with 
two different devices and the semi-structured interviews supported getting deep 
knowledge of the subject from the participants of this research.  

Interviewing only four employees working in the role of customer advisors 
showed saturation in the responses after conducting the four interviews which 
indicated that interviewing more employees could have given the same findings 
(Morse et al., 2002). The interviews included open discussion between the 
interviewee and the interviewer to diminish the lack of interviewer 
responsiveness. This is done to minimize the gap between the interviewee and 
the interviewer an enhance the validity of the empirical research (Morse et al., 
2002). Kaplan and Maxwell (2005) also explain that it is important for the 
researcher to be involved in the subject and understand the context of the 
research and in this thesis the researcher is familiar with the work setting of two 
laptops, which helps understand the reactions and responses in the interviews. 

To ensure that the data collected in this research is reliable, the interviews 
were recorded and transcribed word-to-word and analyzed according to the 
process described in this chapter. By following a standard transcription process 
the audio data was transformed to written form to help with the analysis. This 
was done directly after the interviews had been held to establish a fresh 
recollection of each interview. After this, the findings were analyzed immediately 
after transcription, to  

Evaluating qualitative data requires for the researcher to ask themselves 
questions such as why, what, and how (Kaplan & Maxwell, 2005). This was done 
during the data analysis as well as to understand why the employees felt like 
they did, what caused the feelings of stress for the employees and how were the 
employees responding to the discussed stressors during the interviews.  

+RZHYHU��GHVSLWH�WKHVH�DFWLRQV��WKH�UHVHDUFKHU·V�RZQ�LQVLJKW�RQ�WKH�VFRSH 
of this thesis and interest in the subject might have had an impact on the extracted 
data and some other researcher might have focused on other subjects from the 
interviews. Therefore, similar findings of another researcher in the same setting 
could possibly be difficult to extract from the interview data. 
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In this chapter the findings of the empirical study are presented to the reader. 
The findings are first presented in role order from the highest role to the lowest 
role in the case company. In each role a map of the different stressors and the 
experienced consequences of said stressors are presented in their own maps, that 
help the reader understand how the stressors are impacting the employees in 
different roles in the organization and forming technostress related strain. After 
this, similarities and differences between the different role are presented in their 
own chapter. 

5.1 Background information 

In total eight people were interviewed for the data collection. All these eight 
attendants were selected from the contact center as explained in the previous 
chapter. Two of the interviewees were Team Managers, two were Coaching 
Supervisors and four Customer Advisors. Out of the interviewees four were male 
and the other four female. The average age of the interviewees was 29 years and 
the median age 26,5 years.  

7KH�LQWHUYLHZV·�WRWDO�GXUDWLRQ�YDULHG�EHWZHHQ�WKH�UHDOL]HG�LQWHUYLHZV� The 
scheduled 60 minutes with the interviewees included conversation prior to the 
recording as well as some discussion after the recording had ended that was left 
outside of the collected data to ensure that there was not a feeling of hurry during 
the interviews. Despite the interviews having been scheduled for 60 minutes, the 
interview recordings ranged between 35 to 45 minutes. On an average the 
interviews were 38,5 minutes long.  

The interviewees were asked to evaluate freely their years in work life on 
an approximate scale. The answers ranged from 2 years to 30 years. The average 
work experience was 11 years, and the median was 8,5 years. This was asked to 
see how long the employees had been working in general and helped understand 
if the employees had experience from different types of work environments. All 

5 FINDINGS 
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the interviewees who had experience in working in similar setting (contact center 
or other similar work environment) said that they had not had experience of a 
similar need to work with two different laptops, but had learned to do so in the 
current organization they were employed in. 

The career length in the company ranged from less than a year to four years. 
The average career length in the company was 2,46 years and the median 3 years. 
$V� WKH� RUJDQL]DWLRQ·V� )LQQLVK� GHSDUWPHQW� LV� UHODWLYHO\� \RXQJ� DQG� KDV� EHHQ�
operating for roughly five years, the work experience in the company could not 
have been much higher than 5. This is to elaborate on why all of the HPSOR\HHV· 
careers in the case organization was only a few years at maximum. 

The interviewees were also asked to give their highest form of education to 
get a bHWWHU�YLHZ�RQ�WKH� LQWHUYLHZHHV·�HGXFDWLRQDO�EDFNJURXQG��7KH�HGXFDWLRQ�
varied between trade school graduates, bDFKHORU·V� and mDVWHU·V�GHJUHHV�  

To summarize, the collected background information of the interviewees 
has been combined in table 1. In the table the interviewees are presented in a 
random order and the interviewees are not labeled according to the numbering 
of this table to keep the anonymity of the respondents. 

TABLE 1 Overview of interviewee background information 

Interview Age 
Work 
experience 

Career 
lenght in 
company 

Highest level of 
education Title 

Role 
Level 

1 35 18 0,20 Trade school Customer advisor Low 

2 23 2 0,5 Bachelor's degree Customer advisor Low 

3 26 7 3 Trade school Customer advisor Low 

4 22 6 2,5 Trade school Customer advisor Low 

5 27 11 3 Bachelor's degree 
Coaching 
supervisor Mid 

6 29 5 3 Bachelor's degree 
Coaching 
supervisor Mid 

7 44 30 3,5 Master's degree Team Manager High 

8 26 10 4 Bachelor's degree Team Manager High 

AVERAGE 29 11 2,46    

MEDIAN 26,5 8,5 3,00    
 
$V�WKH�UHDGHU�KDV�QRZ�EHHQ�SUHVHQWHG�ZLWK�WKH�RYHUDOO�YLHZ�RI�WKH�LQWHUYLHZHHV·�
background information, the paper continues to present findings from each role 
in their separate chapters. After this, the paper continues with a chapter 
summarizing the chapters together by comparing similarities and differences 
between the different roles.  
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5.2 High level role: Team managers 

Two contact center team managers were interviewed for the research. The team 
managers create the high-level role for this research as they were hierarchically 
the highest role studied in this research. The other had worked in the company 
for 3,5 years and the other for 4 years. The frequency of use of both laptops was 
different for both respondents despite them both having the same role in the 
company. The other interviewee did not use both laptops on a daily basis 
whereas the other explained that both laptops were in use almost daily. The other 
found that the use of the other laptop was as rare as just a couple of times a month, 
while the other found that the use of both laptops was realized almost every day 
with some exceptions. Even though they both might have had days where the 
other laptop was not in use, they both acknowledged that they might have a need 
for the other laptop and that the need for its use might come up suddenly. One 
of the team managers stated that "At any time there may be a situation where you 
have to open the other machine and be ready in that way".  

Both team managers used the employer RUJDQL]DWLRQ·V�own laptop more 
during their time at work and the laptop provider by the customer organization 
was seen as a secondary laptop by the team managers. Despite the rare use of 
both laptops for the other team manager interviewed, the interviewee said that 
the other laptop had to available at any moment. This was a necessity if a sudden 
work task emerged and created the need to use it. An important aspect on 
working with the two laptops was the size of the laptops, that they were easy to 
carry with them and a feature pointed out by one of the team managers was that 
it helped differentiate between the two machines as they were not identical but 
had visible features how you could tell them apart.  

Both team managers recognized that since their daily work did not always 
require the use of both laptops, they sometimes struggled with the use of the 
other laptop that was used less frequently. This was mainly due to the differences 
in operating systems, passwords, credentials and applications and software that 
were different from the ones that were used daily RQ�WKH�HPSOR\HU·V laptop. Both 
interviewees pointed out that as they might not be using the customer 
RUJDQL]DWLRQ·V�ODSWRS�DV�RIWHQ�DV�RWKHU�HPSOR\HHV��this caused them uncertainty 
when using the laptop and that remembering and recollecting the knowledge on 
how to use the other laptop was time consuming and stressful. The lack of a 
routine in the use of both laptops made it harder for both team managers to 
remembers all credentials and passwords for the other device and required 
exertion when starting to use the laptop.  

Another important issue that was raised by the team managers (high level 
role) was operating during incidents. Due to the infrequent use of the customer 
RUJDQL]DWLRQ·V� ODSWRS��ZRUNLQJ�GXULQJ� incidents required more effort from the 
employees. As incident management often requires quick actions, these were also 
pointed out as particularly stressful situations.  

According to the team managers, the infrequent use of the customer 
RUJDQL]DWLRQ·V�ODSWRS�PDGH using the other laptop time consuming. Even when 
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not being in a hurry, getting started with the other laptop took extra time and 
effort. However, the responses differed from each other as the interviewees had 
different backgrounds in the organization. The other found that using both 
laptops was fairly easy whereas the other found that there were situations where 
they had to ask for help from another colleague. One of the interviewees stated 
the following when asked what type of feelings opening the less used laptop 
caused them: 

 
TM2: ´,�JHW�IUXVWUDWHG��-XVW�WKH�IDFW�WKDW�LW�WDNHV�WLPH��LW�PD\�QRW�ILW�WKH�FXUUHQW�ZRUN�
ergonomics that you have to reach for another machine and make room for it and 
possibly change the charger from one machine to another if it has run out of battery 
EHFDXVH�\RX�GRQ·W�SD\�DV�PXFK�DWWHQWLRQ�WR�LW��6RPHWLPHV�WKHUH�PD\�EH�D�PRPHQW�ZLWK�
VRPH�SDVVZRUGV�´OLNH�ZKDW�LV�WKLV�DJDLQ"µ�EHFDXVH�\RX�XVH�WKH�RWKHU�ODSWRS�VR�PXFK�
OHVV�µ 
 

The same issue was pointed out by both team manager so they both recognized 
the need for time and effort when using the other laptop. One of the interviewees 
pointed out that as there is no routine in using the laptop less used, they must 
take time to remember how to use the other laptop. When discussing the topic 
this clearly raised the concern of the interviewees and they felt that this impacted 
them in a stressful way. 

When it came to working remotely both team managers pointed out that 
the working conditions were better at the office for the two-laptop setup. At the 
office the use of additional screens, keyboards and other accessories was 
considered noticeably easier, which also made the use of two laptops more fluent. 
Neither of the interviewees had additional screens at home, which made the view 
of looking at all the different systems at the same time impossible when working 
from home. They both also pointed out the need for more physical space when 
using two laptops at the same time and a larger working desk when working 
from home.  

Carrying both laptops from home to work and then back home again was 
also seen as a challenge in alternating between remote work and on-site work 
with two laptops. Depending on the way of transportation between the office and 
the home, this was seen as a bigger burden for the one using public transportation 
than for the one using a private vehicle. The respondent using public 
transportation stated that they had started to wonder if carrying both laptops 
with them to work every time was necessary as most of the work was done on 
the employer RUJDQL]DWLRQ·V laptop. Still, despite questioning the need they also 
stated, that as the sudden need for the other laptop might occur without a 
warning, both laptops had to be always carried with them.  

The main reason for the team managers for using two laptops was to get 
data from the other laptop to the other one. As there is currently no link between 
the two different organi]DWLRQ·V� GDWD� PDQDJHPHQW�� QHFHVVDU\� GDWD� IRU� WHDP�
management and other operational measures had to be retrieved and transferred 
IURP� WKH� FXVWRPHU� RUJDQL]DWLRQ·V� V\VWHPV� WR� WKH� WHDP�PDQDJHUV�PDLQO\� XVHG�
laptop provided by the employer organization. The team managers also said that 
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sometimes the data needed from the customer RUJDQL]DWLRQ·V systems was not 
available or incorrect, which led to delays in getting the data extracted and 
therefore also reporting issues within the case organization itself.  

Another reason for the use of the other laptop was during incidents in 
customer services or difficulties in reaching team members through the employer 
RUJDQL]DWLRQ·V�RZQ�FRPPXQLFDWLRQ�FKDQQHOV��,I�WKH�JXHVW�SURILOH�IRU�WKH�FXVWRPHU�
RUJDQL]DWLRQ·V�WHDPV�FKDQQHOV�ZDs not functioning properly, this required for the 
team manager to start using both laptops at the same time.  

5.2.1 Challenges and interruptions at work 

For the high-level roles, the interruptions were not as frequent as the use of two 
laptops did not always happen every day. Even if the laptops were almost always 
available, both team managers admitted that there were days that the customer 
organization·V� ODSWRS� was not in use at all. Due to the infrequent use the 
secondary laptop was seen more as a burden than an asset by the team managers. 
The main reason the high-level HPSOR\HHV� XVHG� WKH� FXVWRPHU� RUJDQL]DWLRQ·V�
laptop was to collect data to execute tasks on the employer RUJDQL]DWLRQ·V laptop. 
The other reason was for disruptions in services and incident management, 
where the secondary device was needed for certain tasks performed by the 
managers related to incident management. Both team managers also recognized 
the space related issue, where you always need to have more space when 
working remotely if they had to use both laptops.  

Interruptions in working were caused for the team managers when they 
had to collect data from the other laptop. This itself was seen as a necessary evil 
as both interviewees understood the reason for operating like this but 
nevertheless caused frustration as it was always seen as a time-consuming task 
to open the other laptop. Sometimes the team managers did not have enough 
time to prepare for discussions with their team members as they did not have 
time to collect and transfer the data from the other laptop to their own. This made 
them feel unprepared for discussions with their team members. During the 
interview when asked how the interviewee felt in such situations the following 
was said: 

 
70���´:HOO��LW�GRHVQ
W�IHHO�JRRG. In those situations when you already sacrifice a lot of 
time that should be spent on something else, then it accumulates stress if you didn't 
get to do the things you needed during the day and so on. Somehow it feels that you 
have not done your job well enoXJK�µ 
 

At some times the challenges in retrieving data from the customer systems was 
FKDOOHQJLQJ� GXH� WR� UHSRUWLQJ� LVVXHV� RU� IDXOWV� LQ� WKH� FXVWRPHU·V� V\VWHPV�� 7KLV�
resulted in the inability to finish tasks or delays in performance as the team 
managers could not solve the issue themselves but were instead forced to wait 
for the solution from the customer.  

The team managers also possessed different type of skills regarding the 
usage of two different laptops. For the other team manager, the use was more 
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familiDU�DV�WKH\�KDG�EHHQ�ZRUNLQJ�PRUH�ZLWK�ERWK�RUJDQL]DWLRQV·�ODSWRSV�LQ�WKHLU�
previous roles in the company whereas the other was not as familiar with the 
FXVWRPHU�RUJDQL]DWLRQ·V� ODSWRS��7KLV�ZDV�EURXJKW�XS�E\�ERWK� WHDP�PDQDJHUV�
where the other pointed out that they needed more help and the other said that 
they often had to offer support to other colleagues to help them finish their tasks. 
This showed an uneven distribution of the workload shared by the team 
managers. $Q�H[DPSOH�RI�WKH�WHDP�PDQDJHUV·�GLIIHUHQW statements can be seen in 
the two excerpts below: 

 
70���´6WURQJ�LQWHUQDO�SULRULWL]DWLRQ�LV�D�QHFHVVLW\��)HZ�WKLQJV�DUH�VXFK�WKDW�WKH\�are 
acute specifically that day, and I know that I also have strong support in the 
background who I can ask for help and even people who can do something for me if I 
FDQ
W��ZKLFK�LV�D�ELJ�VWUHQJWK�µ 
 
70���´,W�FDXVHV�PH�PRUH�ZRUNORDG�LQ�WKDW�VHQVH�WKDW�LI�,
P�WKH�RQly one who can use a 
program or system, that it takes time, if information is needed from me or my 
colleagues, if I'm the only one who can extract that information from the system 
because of my skills, but on the other hand, it also takes time if I train them to use it 
DQG�ILQG�WKDW�NQRZOHGJH�IRU�WKHPVHOYHVµ 
 

These differences showed that even if both team managers had the opportunity 
to use both laptops, sometimes the lack of use could be due to lack of skills or 
knowledge and even though the other offered to help and the other saw it as an 
asset, the one asked for help experienced more workload. 

Both team managers also recognized that as the process of using both 
laptops was more time consuming this sometimes resulted in working overtime 
if the time consumed on the other laptop took longer than expected and other 
tasks were delayed. The following statement was made by one of the team 
managers when asked about how the use of two laptops impacted their 
experience of workload after office hours: 

 
TM2: "So maybe it's [work time] stretching, the only way it might show is that it's 
[work time] stretching. It might show in my spare time that someone asks me for help 
when I'm no longer at work, but otherwise it doesn't show much. [pause] You may 
sometimes think that if you are not at work yourself, when you know the fact that in 
the event of a breakdown or in some situations it requires the use of two machines, 
that if you are not at work yourself it might trigger thoughts about how will this 
situation be handled, if you are not at work when you have the skills for those two 
PDFKLQHV��µ 

5.2.2 Overlapping communication systems 

Interruptions and frustration at work was related to overlapping communication 
channels and systems as the team members and other roles all had a different 
ZD\�RI�XVLQJ�WKH�V\VWHPV��'XH�WR�WKH�XVH�RI�WZR�GLIIHUHQW�RUJDQL]DWLRQV·�ODSWRSV�
and the lack of commonly agreed ways of working with these, it caused the team 
managers stress for always having to pay extra attention to what channel they 
are using for communication. Both team managers explained that they often had 
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to communicate the same message twice through two different channels, both 
thH� HPSOR\HU� RUJDQL]DWLRQ·V� RZQ� HPDLO� DQG� WKHQ� WKURXJK� WKH� FXVWRPHU�
RUJDQL]DWLRQ·V�WHDPV��DV�WKH\�KDG�WR�EH�VXUH�WKDW�WKHLU�WHDP�PHPEHUV�ZHUH�DZDUH�
of the messages sent to them. This was as well seen as time consuming and 
frustrating as the same message had to be delivered twice. When asked about 
what type of feelings were evoked in the interviewee if they heard that a team 
member had not read an important message sent to the, the team manager 
responded with: 

 
TM1: "Well, it's frustrating for me, because I personally feel that with such a strong 
employer identity ,�GR�WKLV�WKDW�KRZ�FRXOG�LW�EH�WKDW�RQH�GD\�,�ZRXOGQ·W�UHDG�PDLOV? In 
a way, maybe it's a little bit of an attitude from my side because my team works 
strongly the other way around, compared to me [with the two laptops]. After all, we 
have had quite massive challenges with some people in this dual task that some just 
cannot RXWOLQH�ZKDW�LV�GRQH�RQ�WKH�HPSOR\HU·V�SURILOH�DQG�ZKDW�RQ�WKH�FXVWRPHU·Vµ 
 

Due to the possibility of using two different communication channels with two 
laptops the team managers also recognized that sometimes they might miss 
messages or interrupt other tasks due to messages received on the other laptop. 
Through this, one of the team managers said that they often found themselves 
starting to use the other laptop in the middle of a task if they received a message 
on the other one. As they read the message, they felt obligated to see if they had 
missed something else on the other laptop and they could forget about what they 
were originally working on. At some times this even resulted in forgetting to 
complete sentences on the other laptop if the work was interrupted by a sudden 
message on the other one. Overlapping communication systems on two devices 
result in a disability to focus on one task if there are continuous interruptions 
from the other device.  

In addition to difficulties with communication with team members, 
communication with other roles was also seen as a challenge depending on the 
role. Both team managers explained that they knew through which channel most 
of the colleagues could be reached but the lack of commonly agreed 
communication channels created challenges for reaching specific colleagues from 
time to time. This caused both team managers additional work and both stated 
WKDW� WKH\�ZRXOG� EH�PRUH� VDWLVILHG�ZLWK�ZRUNLQJ�ZLWK� MXVW� RQH� RUJDQL]DWLRQ·V�
communication channels rather than two. Another aspect they pointed out was 
that they felt that their own team members and colleagues did not always know 
how to reach them due to the lack of clear communication rules for different 
departments and roles.  

When asked about ways that the communication could be improved, both 
team managers explained that it would be easier with agreeing on using just the 
HPSOR\HU�RUJDQL]DWLRQ·V�FRPPXnication channels. However, they found that as 
long as team members and other employees are using the customer 
RUJDQL]DWLRQ·V device significantly more in their everyday work, this could be a 
challenge that they do not currently have a solution for. To some extent the 
interviewees were also reluctant to change the current ways of working as it 
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would require clear communication structures and guidelines that were not 
currently agreed upon. When a team manager was asked if agreeing on certain 
channels for communication in the whole organization would make the 
communication easier and the need for double communication redundant, the 
interviewee responded that "Maybe in part yes. I'm a little pessimistic that I don't 
really know how well we could embrace it until we've just moved to work on one 
machine".  

What also was significant for the team manager, high level, role was that 
they were also approached by team members with device issues and 
malfunctions in both software and hardware of both organizations. Due to using 
two laptops many employees contact the team managers when they have issues 
with their devices or systems. As the team managers are more familiar with the 
HPSOR\HU·V�GHYLFH��WKH�WHDP�PDQDJHU�ZKR�SRLQWHG�RXW�WKH\�ZHUH�OHVV�VNLOOHG�LQ�
using the customeU�RUJDQL]DWLRQ·V�V\VWHPV�IRXQG�WKDW�WKH\�DOZD\V�KDG�DQ�DQVZHU�
to where the employee could seek help. The importance of support channels was 
brought up by the team managers so that they could keep their team members 
content even when the work systems or hardware was not working properly. 
What was also brought up was the difficulties in returning to the office as the 
workstations have screens and docks for both laptops, many team members point 
out the difficulties in starting their work and finding a workstation that works 
properly. When the interviewee was asked how they felt if their team members 
had difficulties in setting up their workstation at the office, they responded with: 

 
TM1��´7hat the persons would know how put the workstations properly is stressing 
me. I do not really know the right kind of advice. It triggers a lot of complaints because 
it is felt that the management of tools is in some ways related to the supervisor-
VXERUGLQDWH�UHODWLRQVKLS���7KH�IDFW�WKDW�\RX�GRQ·W�KDYH�\RXU�RZQ�SODFH�RU�VWDWLRnary 
devices is difficult, an own place would already be enough to HOLPLQDWH�WKH�SUREOHPV«�
7KHUH�LV�RIWHQ�PHVVDJHV�WKDW�´LW�WRRN�PH�ILIWHHQ�PLQXWHV�WR�JHW�P\�PDFKLQHV�WR�ZRUNµ�
or that they did not even try to install the screens because it would have been too 
FRPSOLFDWHG�µ 
 

As the managers work closely with their team members and are aware of the 
team members issues related to the used devices and systems it is clear that the 
WHDP�PDQDJHUV�DUH�DOVR�DIIHFWHG�E\�WKH�WHDP�PHPEHU·V�DELOLW\�WR�ZRUN�ZLWK�WKH�
two different devices. Another aspect brought up by one of the interviewed team 
managers was that they had to consider working with two devices already in the 
recruitment of new employees as they had to be sure that the new employee 
could manage learning not only one but the use of two different devices right 
from the start. 

5.2.3 Incident management and two laptops 

For incident management both team managers recognized the complexity of the 
processes. Due to the nature of the multiorganizational work environment, 
incident management required deep knowledge of both laptops as well as the 
systems used on the devices. Inexperience and infrequent use of two laptops 
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caused stress for on team manager as their background in working with both 
RUJDQL]DWLRQ·V�ODSWRSV�ZDV�QRW�DV long. The team manager who found themself 
less skilled LQ� RSHUDWLQJ� ZLWK� WKH� FXVWRPHU� RUJDQL]DWLRQ·V� ODSWRS� IRXQG� LW�
personally more challenging to work fast during incidents as the systems require 
different credentials and might have had updates that have changed the 
appearance of the systems used for incident management. Also operating with 
two different organizations made communicating during incidents difficult as 
the communication flow needs to be to several different directions: the team 
members, the customer organization, colleagues, DQG� HPSOR\HU� FRPSDQ\·V�
higher management levels above team managers.  

Even though the incident management and communication during 
incidents were found challenging by both team managers, the other brought up 
the positive side of working with two laptops. When working at the office, the 
additional screens provided more room for visibility and operating with the two 
laptops enabled the opportunity to write messages almost simultaneously with 
both devices to different chat discussions with team members, colleagues, or the 
customer organization. Even though using one laptop and more screens would 
make the workload easier, one of the team managers pointed out that managing 
different chats to different stakeholders was in some ways easier during incident 
management due to having two different laptops and them making a clear 
separation between the two organizations.  

5.2.4 Team manager mitigation 

Due to the high-level role in the organization the team managers found that the 
ability to prioritize work tasks they were able to mitigate the stress that using the 
two laptops caused them. As they did not have the need to use both devices on a 
daily basis, it also helped them lessen the interruptions the usage of both laptops 
could potentially cause them. The interruptions were not as prominent for this 
role as they were not using the laptops every day, but as the other laptop had to 
be always accessible DQG�WKH�VNLOOV�WR�XVH�WKH�FXVWRPHU·V�ODSWRS�ZHUH�QHFHVVDU\�
to upkeep. The reactions were more bound to the single time use of the other 
device rather than interruptions while performing other tasks. One team 
manager added that in addition to the two laptops they also worked with their 
phone with systems provided by the employer organization, so they had 
distributed the work on three devices which they found helped with time 
management and helped with not forgetting to answer messages they received 
during the office hours that they had not had time to answer.  

One way of mitigating the stress communication channels caused the team 
managers was to provide time for team members to use for reading through 
emails and messages during office hours. As both team managers found it 
frustrating and time consuming to follow up if all their sent messages had 
reached their team members, this would facilitate communication significantly. 
Important ways of mitigation were listed as the following by the team managers: 
having enough support from other close colleagues and team members, having 
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time to spend on using the other laptop, balancing out work on a broader time 
span, having excellent time management skills and prioritization skills. 

5.2.5 Stressors and consequences for Team Mangers 

The challenges were categorized in two different categories: software related 
challenges and hardware related challenges in using two different laptops. The 
challenges were the stressors creating the strain for the team managers that led 
to the negative consequences that symbolize the different forms of stress 
experienced in the role. The software related stressors and challenges were 
related to the use of different software. The Hardware related challenges covered 
the physical use of two different laptops and how that impacted the Team 
Managers and led to different stress related feelings. The main software related 
challenges were challenges with the multiple, overlapping communication 
systems, the number of credentials that had to be used with both laptops, the 
inconsistency of use with the other laptop provided by the customer organization, 
incident management and data transferring and handling data from one 
operation system to another. Visible from the figure 7 you can see the 
construction of challenges for managers. 
 

 
Due to the challenges, the negative consequences were identified. The negative 
consequences included the feelings of frustration when team members had not 
followed up on critical communication or when struggling with all the different 
passwords. The feeling of frustration was also brought up in the context of 

FIGURE 7 Team Managers: Stressors and consequences 
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having to use the other, less used device after a long break or if completing a 
specific task required data transferring from the other device. Embarrassment 
when the team manager had not been able to prepare as well for their discussions 
with team members which ultimately led to feelings of negatively experienced 
stress. Indecisiveness, and mistrust in other colleagues and in the system were 
also brought up as well as insecurities when being unable to use both laptops. 
The challenges in using two laptops sometimes prolonged the team managers 
workdays and even resulted in physical back pain if working at a poor 
workstation from home and having to switch between devices.  

In conclusion the team managers did not need to use both orgDQL]DWLRQV·�
laptops daily and the interruptions in switching between the two were mostly 
related to data collections and transfer to their mainly used device when 
completing another task. The interruptions were not significant for the most part, 
but the team managers faced challenges in using two laptops due to the 
infrequency of use and the necessary speed in working during incident 
management. The main challenge from the manager perspective was the number 
of communication channels, as the team members used mainly the customer 
RUJDQL]DWLRQ·V� GHYLFH� DQG� V\VWHPV� VXFK� DV� RXWORRN� DQG� WHDPV� UDWKHU� WKDQ� WKH�
HPSOR\HUV·�RZQ�VLPLODU� V\VWHPV��7KLV� UHVXOWHG� LQ�GRXEOH�ZRUN�DQG�DGGLWLRQDO�
stress as they could never be certain that a message had reached their team 
members or not. As the team manager i.e., high-level role has been covered in 
this part, the following chapter covers the findings of the mid-level role.  

5.3 Mid level role: Coaching supervisors 

Two coaching supervisors were interviewed for this research. The role sets the 
base for the mid-level role in the organization as they are functioning between 
the low- and high-level roles. Both interviewees had worked in the company for 
3 years and had started working in the role of the customer advisor before 
transitioning into the higher level. Both coaching supervisors stated that they 
always used both laptops every day for their work. This was significantly 
different compared to the team managers (high-level) as they explained that they 
only needed the laptop to perform certain tasks and not daily. The coaches both 
recognized that they had to always use both laptops at work while performing 
different tasks but also to remain available on both devices.  

For this specific role the use of two laptops was very frequent, almost every 
hour both laptops were in active use. One interviewee pointed out that of the 
work situation was more stable, there could be times where the focus of work 
ZDV�RQ�WKH�HPSOR\HU·V�GHYLFH��EXW�RQ�PRVW�GD\V�WKH�DFWLYH�XVH�RI�ERWK�ODSWRSV�
was necessary to complete all tasks and ad hoc work. Due to the frequent use of 
both laptops regularly, the coaches did not struggle as much with passwords and 
FUHGHQWLDOV�DQG�NQRZLQJ�KRZ�WR�RSHUDWH�RQ�WKH�FXVWRPHU·V�GHYLFH�DV�WKH\�ZHUH�
familiar with them both and could keep up with software changes and updates. 
The frequent use of both laptops also showed in the interviewees confidence in 
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using two laptops and both interviewees explained that they saw this because of 
their experience both in the company and in the current role they were in. Despite 
them both being used to working with two different laptops it did not mean, that 
they used them with ease. There were several challenges caused by simultaneous 
use of two laptops for the coaches, which will be covered in this chapter. 

5.3.1 Interruptions at work 

When discussing about interruptions during the day caused by using two 
laptops both interviewees said that their work was constantly interrupted by 
either having to perform a task where both laptops were needed or then 
interruptions while performing a task due to a sudden request through 
communication channels such as teams or email.  

Both interviewees found that when they experienced so many interruptions 
during their workday, it made completing simple and easy tasks more time 
consuming and it took more effort to get their focus back to the task they were 
performing if they were interrupted by something else. As doing simple tasks 
without interruptions would be the ideal situation for both interviewees, 
simultaneously they also identified the need for strong prioritization skills to 
manage the constant interruptions and how urgent they were compared to the 
task they were performing. When asked about the interruptions and how the 
interruptions made them feel, the interviewees responded with the following 
answers: 
 

&6����ZKHQ�DVNHG�KRZ�LW�IHHOV�WKDW�WKH�ZRUN�JHWV�LQWHUUXSWHG��´'LVWXUELQJ��2U�LW�FUHDWHV�
a challenge for concentration and, in the long run, prolongs the execution of one simple 
thing from beginning to end. But with the interruptions this job also requires hard 
prioritization of tasks, because sometimes the task that interrupts what you do may 
fall lower in that order when you send to take care of the interruption, so after all even 
if it is disturbing it's also a big part of the work [what I do]µ 

 
CS1: ´Well yeah it's a burden, it might be  because of my own job when I may have a 
lot of requests during the day or requests for help during the day that require a quick 
response at least as far as if you don't know to whom it can be delegated or then you 
have to think does it really need taking actions now if you are currently doing 
something else. It burdens you that your work is interrupted and you have to gather 
thoughts again and then my character easily drifts into a reactive way of working 
when feeling stressful or in a stressed state, then I have to see what else is there on that 
computer other that this message that I received and I started to take care of them and 
then forget the original task what I was really doing.µ 

 
Both pointed out that due to the nature of the business they are working in, it is 
necessary to stay alert and available as there might be tasks that show up on short 
notice that require quick actions and are more important to handle than the task 
they are currently working on. Due to the hectic nature of their work, both 
interviewees explained that they had gotten used to the interruptions in their 
work, but it still generated negative and stressful feelings for them. 
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Due to the interruptions, conducting simple tasks took more time and the 
interruptions could quickly change the way they were working as the 
prioritization of tasks could change rapidly. Some of these situations were 
prioritized by supervisors but at times it was up to the coach to decide whether 
the interrupting task was more important than the task they were currently 
working on. This put a lot of pressure on the role and one of the interviewees 
pointed out that a big part of successful prioritization comes from open 
discussions with their supervisors. The dialogue between the mid and high-level 
roles was seen as a very important part of handling the workload in the current 
situation, where two laptops are in use for everyday tasks.  

As both laptops were always in use, this also resulted in having notes and 
conversations open simultaneously on both devices. This led to forgetfulness and 
difficulties in finishing simple tasks. This also put a significant amount of stress 
on the coaches as they always had to remember what device was last used to 
record tasks that had to be taken care of. One of the respondents said the 
following when asked about how using two different laptops affected their 
performance at work: 
 

CS1: ´:KHQ�WKLQJV�DUH�LQWHUUXSWHG��LW�VWUDLQV�\RXU�ZRUNLQJ�PHPRU\�TXLWH�D�ORW�ZKHQ�
you have to remember a lot of things in your own head you have to take care of next 
up and recall those things again and it is because of these two machines that it increases 
WKH�ZRUNORDG�DQG�DIIHFWV�FRSLQJ�DW�ZRUN�µ 
 

When interviewing the coaching supervisors and asking them if they had notes 
on both laptops, they both initially responded that they did not, but after a couple 
of minutes as they started to think about their ways of working more deeply, they 
both realized that they do use both of the laptops. This shows that the use of the 
two different organizations· devices can feel natural and unnoticeable to the user 
while working, but when stopping to think about it they realize what type of 
challenges working with two devices puts them through. Even though they were 
both used to the two devices, they also pointed out that the transition from the 
customer advisor role to the coaching supervisor role shifted the balance of 
ZRUNLQJ�PRUH�RQ�WKH�FXVWRPHU�RUJDQL]DWLRQ·V�GHYLFH�DQG�DV�WKHLU�UROH�FKDQJHG��
WKH\�VWDUWHG�WR�ZRUN�LQFUHDVLQJO\�ZLWK�WKH�HPSOR\HU·V�GHYLFH��:KHQ�GLVFXVVLQJ�
the differences between working in different roles one of the interviewees found 
working with two laptops positive in their previous role as it made 
differentiating between systems easier when talking with clients.  

Even though working with two laptops was positive when working as a 
customer advisor, the coaches brought up how difficult their task sometimes 
were to execute as not all instructions and guides could be shared on the 
FXVWRPHU� RUJDQL]DWLRQ·V� GHYLFH� GXH� WR� FRUSRUDWH� SROLFLHV��:KHQ� DVNHG� DERXW�
challenges in their everyday work with two devices, one interviewee responded: 
 

&6���´On the other hand, working two different devices with different tools, I started 
to think that with my current job, it would be easier for them to be on the same 
machine, for example from one of the machines you are not allowed to share 
screenshots to the other machine (inter-organizational restrictions / confidentiality). 
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You cannot speak very openly so instructing something and implementing new 
instructions or telling things as comprehensively as possible to these people who need 
to be guided is so much more challenging because of not being able to communicate 
with the customer's machine about the employer's machine systems. That's why the 
instructions are in two different placesµ 

 
Due to the restrictions put by working with two different organizations, it makes 
sharing information harder as you might not be able to share everything with just 
one device. This is similar to the strain of having to use two communication 
systems as some information simply cannot be shared on the other side. Working 
in a multiorganizational work environment challenges the coaches when 
deciding where to share and what you are even able to share on which device.  
 

5.3.2 Teleworking with two laptops 

 
Experiences of stress seemed to be very different for the two interviewees as the 
other was working from the office and the other switched between teleworking 
and working at the office.  When asked about how the constant interruptions at 
work affected the interviewees in their spare time after office hours, the responses 
were very different. As the other worked from the office and the other was 
working from home most of the time, the ability to switch from work to free time 
was different for both interviewees. In this case, another factor that could have 
affected the differences in their responses was also their experience in the current 
role as well as their personalities.  
 

CS1: ´<HDK��(VSHFLDOO\�ZKHQ�\RX�KDYH�EHHQ�ZRUNLQJ�UHPRWHO\��\RX�QRWLFH�WKDW�DIWHU�
the end of busy workdays it takes some time to let go. It's more like that during days 
LI�\RX·YH�EHHQ�UHDOO\�UHDFWLYH�DQG�KDYH�JRQH�IURP�RQH�WKLQJ�WR�DQRWKHU��WKHQ�HQGLQJ�
ZRUNLQJ�GD\�LV�WKLQNLQJ�¶RND\�ZKDW�,�GLG�WRGD\�DQG�ZKDW�,�KDYH�WR�GR�WRPRUURZ
��,�
have already been at work for a full day and would still need to wrap up the day and 
would like to stop, the brain is no longer working. This results in wondering in your 
free time, you have to think about what you didn't do and what you have to do 
tomorrow, and I forgot to answer this today, etc. so it burdens your free time LQ�ZD\V�µ 

 
In comparison, the other interviewee had been working mainly from the office 
even during the pandemic, so the response was significantly different, but still 
they recognized that had they been working from home, the situation might be 
different.  
 

CS2: (when asked about whether work interferes with their free time��´7KDW�LV�D�UHDOO\�
JRRG�TXHVWLRQ��QR��7KDW
V�ZK\�,�ZRUN�DW�WKH�RIILFH«WKH�PDFKLQHV�VWD\�LQ�WKH�RIILFH�DQG�
there is no such situation [that would burden them in the free time] because free time 
and work time is so concretely divided because of working from the office. BUT for 
example when working remotely, you rarely had the energy to hide those machines 
somewhere far away, because they have to be put out again the next day and it has a 
psychological effect when you know that you have a horrible contraption of chords 
gathering dust somewhere in the corner of your room, but you never pack them away 
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EHFDXVH�\RX�QHHG�WKHP�HYHU\�GD\��:KHQ�\RX�ZRUN�DW�WKH�RIILFH�\RX�GRQ·W�KDYH�WKLV�
LVVXHµ 

 
When asked about if the interviewee would be more likely to set them aside after 
working at home if the employee had only one laptop, the answer was no. So 
even if the stress was acknowledged, the employee was not willing to put effort 
into setting the laptop aside after the workday. This indicated that the employee 
would not handle the situation differently with just one device, so the concept of 
two laptops was not as much an issue as just the task of putting a device away 
and putting it back to place to continue working. When discussing the remote 
work conditions, both coaches felt that they had either a completely similar set 
up at home or at least a good desk, additional screens, keyboard, and mice. This 
played a big part for them both for being able to work from home as they both 
felt that the additional screen was a necessity for working. Due to both having 
good working conditions at home, they did not really see a difference in 
physically using two devices at home or at the office.  

Additionally, the other coach working more remotely expressed that while 
working at the office, on top of already having two devices there were 
interactions and interruptions face to face. These interactions also required 
concentration when returning to the workstation when moving around or 
centering your thoughts back to the task on the two different laptops. During 
these interruptions the interviewee felt that the loss of focus often led to 
forgetfulness and prolonged the time of finishing a task. This additional aspect is 
worth paying attention to as many employees are now returning to work on 
premises after two years of working almost entirely from home. The interviewee 
explained that when at home, every interaction you have is on screen and more 
or less recorded in different chats, so even if you have the chats on two different 
devices, you still have them in writing and do not have to remember everything 
in your head. Comparably at the office, some interactions that happen face to face 
might be forgotten easily as you do not type them down immediately. When 
returning to the workstation, some of the face-to-face interactions might have 
already been forgotten and some the interviewee felt that had to be rapidly 
written down on either one of the devices, leading to notes and task lists on both 
laptops.  

Another difference between working remotely and working at the office 
was that while at home, you never really see what the other person is doing or 
how the other person operates with both laptops. It is especially challenging 
when trying to reach out to colleagues and not knowing on what profile they are 
available at the moment. At the office the interviewee said that they were able to 
see better what the other colleague was doing, therefore helping them figure out 
what they were doing and how to reach them either face to face or on which 
device.  
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5.3.3 Issues in communication 

In this specific role, the interviewees used three different Microsoft Teams 
profiles: RQH�IRU�WKH�HPSOR\HU·V�SURILOH��RQH�IRU�WKH�FXVWRPHU·V�DQG�WKHQ�WKH�WKLUG�
one as a guest profile through which WKH�FXVWRPHU·V�WHDPV�was accessible through 
WKH�HPSOR\HU�RUJDQL]DWLRQ·V�ODSWRS��2QH�RI�WKH�LQWHUYLHZHHV�H[SODLQHG�WKDW�WKH\�
used all three of them whereas the other said that they had made a strict policy 
WR�RQO\�XVH�WKH�FXVWRPHU·V�RZQ�SURILOH�DQG�WKH�HPSOR\HU·V�SURILOH�DQG�GLG�QRW�
use the guest profile at all. The communication challenges were clearly pointed 
out by both interviewees, but as they had their own ways of using the different 
profiles, this also showed differences in how the interviewees were able to handle 
the incoming communication. One of the coaches responded as following, when 
asked how they felt about using two laptops and how it feels when the work gets 
interrupted: 
 

CS1: ´:HOO�[pause] it is quite stressful at times, and what is the most challenging and 
also the most stressful is how to communicate with colleagues in general within the 
organization when there are so many communication channels and opportunities. You 
have two different emails, three different Teams users and they are used to 
communicate quite differently and there is no established way with any of the 
organization's internal stakeholders to communicate, so they [messages] can come 
from wherever. And actually, to rephrase, three emails, because we still have the 
shared team HPDLO�WR�IROORZ�µ 

 
Along with the challenges mentioned thus far, the coaches also brought up the 
same issue as the team managers, that due to their work they sometimes must 
move around the office, they also had to choose which laptop they carried around 
or which laptop might be needed for the task. One of the interviewees also 
pointed out that it requires a great amount of self-control and drawing the line 
when you are available for contact and when you are unavailable. Depending on 
the task, the interviewee felt that they had to shut down other communication 
channels to EH�DEOH�WR�IRFXV�RQ�D�FHUWDLQ�WDVN��7KH�LQWHUYLHZHH�FDOOHG�LW�´willful 
LJQRUDQFHµ� WR�H[SODLQ�KRZ� WKH\�PDQDJHG� WR� VKXW�GRZQ� WKH�RWKHU� FKDQQHOV�RI�
communication and to be able to finish the task they had to prioritize at certain 
times. The interviewee also explained that they did not feel as organized as their 
colleagues which they noticed easily led to them not being stressed but seeing 
stress in others in the same situation. The interviewee said: 
 

CS2: ´I don't know if it contributes, I'm not a very organized person by nature, but I 
have co-workers who are well-organized and probably like that, you could imagine, 
that it has a negative impact at because you might not be able to everything is stored 
in one place but you need the two different machines.µ 

 
Incident management and communication between different stakeholders 
during incidents was also discussed with the coaches. Both said that the number 
of different communication channels on different devices made it difficult to keep 
up with the incident status and understanding where their help was needed. 
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During incidents communication with the employer organization happens in 
their own teams and via emails. Communicating with the customer organization 
PLJKW� KDSSHQ� YLD� HPDLO� RU� WKH� FXVWRPHU� RUJDQL]DWLRQ·V� Weams and then in 
addition they must communicate with the customer advisors via teams. One of 
the interviewees became aware of the complexity during the interview and 
VXGGHQO\�VWDWHG��´:KHQ�\RX�VD\�LW�RXW�ORXG��LW�GRHVQ·W�PDNH�DQ\�VHQVH��GRHV�LW"µ�
and that communication professionals would probably be terrified if they saw 
how communication was handled in the employer organization.  

When asked how the interviewees would like to change the situation both 
hoped for clear guidelines and rules for everyone to operate with. However, even 
though they both found the overlapping communication channels stressful, 
when the other interviewee was asked how they would like to solve the issue, 
they said that they would rather just be given new instructions on how to use the 
communication channels rather than participating in the development and 
planning of new instructions. The interviewee felt that others in the organization 
were far more skilled to work on the task and found that themself had little or 
close to no input to the matter, even if the communication channels were 
overlapping each other. 

5.3.4 Coaching Supervisor mitigation 

As for mitigation mechanisms, both coaches brought up the emphasis on 
prioritization of the most urgent and important tasks and how this is something 
that must be discussed actively with other stakeholders and supervisors. Also, 
strong self-discipline in where to draw the line for the interruptions was an 
important part of the mitigation strategy for both interviewees. When asked 
about how they felt about their workload and ability to cope with their work due 
to interruptions and how that affects their stress levels, one of the interviewees 
stated: 
 

CS2: ´:KHQ�WKH�PDQDJHPHQW�RI�WKH�ZRUN�LV�QRW�VR�VPRRWK��WKDW
V�ZKHQ�\RX�XVXDOO\�
start to experience stress. It is basically like this seesaw where on the other side you 
have the feeling that the situation is not at all in control and things are stressful and 
tKHQ� RQ� WKH� RWKHU� VLGH� LW
V� ZKHUH� \RX� DUH� LQ� FRQWURO� DQG� WKLQJV� DUH� ILQH«� ,I� \RX�
experience a sense of control, it increases your work motivation and coping at work, 
DQG�\RX�YHU\�XQOLNHO\�H[SHULHQFH�VWUHVVµ 

 
So as long as the prioritization of tasks was clearly discussed with the supervisors 
and the ability to focus on one task at a time, the coaches felt more in control of 
their work. The ability to control their own workload and how the work was 
handled made the coaches feel like they were more satisfied with their work. 

The coaches also pointed out that due to the requirement of being able to 
handle many tasks simultaneously on two different devices they felt that they 
had the capability to manage the work better compared to people working with 
only one device. The other interviewee explained that he saw that in comparison 
to his friends of same age he would probably be more skilled in handling the 
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workload than some of his friends working in similar conditions but with only 
one device. 

$QRWKHU�GLIIHUHQFH�LQ�WKH�FRDFKHV·�ZD\V�RI�ZRUNLQJ�VKRZHG�WKDW�ZKLOH�WKH�
other had been able to draw a line where they did not react to every interruption, 
the other felt that they had to react to the interruptions. When asked how they 
felt about the interruptions and how they handled the situations, two very 
different responses were given: 
 

&6��� ´Well, [pause, nervous laugh] I get stressed. In those situations, you feel like 
\RX·UH�DW�WLPHV�D�OLWWOH�XQDUPHG�\RX�GRQ·W�NQRZ�ZKDW�WR�GR��,W·V�FKDOOHQJLQJ�IRU�PH�
SHUVRQDOO\�WR�VD\�\RX�KDYH�WRR�PXFK�RQ�\RXU�SODWH��WKDW�QRZ�,�FDQ·W�WDNH�PRUH�WDVNV��
\RX�FDQ·W�WHOO�WKHP�WR�DVN�VRPHRQH�HOVH�when I may not always know who else to ask 
something about. It is challenging to put those boundaries around yourself so that it 
GRHVQ·W� EHFRPH�WRR�PXFK�QRZ�DQG�VD\� VWRS�WKRVH�UHTXHVWV��ZKLFK�FRPH� IORRGLQJµ�� 
 
&6���´From experience you will understand that you do not need to be involved in all 
things, if someone asks you something and they do not get an answer from you then 
that person will not be left alone with that problem as they will ask the next person. 
Maybe it is also if you are always too accessible then it makes you sabotage yourself 
DQG�´GLJ�\RXU�RZQ�JUDYHµ��EHFDXVH� LW
V�PRUH� OLNHO\� WKDW�SHRSOH� WHQG�WR�DVN� IRU�KHOS�
from where it's best given and if you're always available, always ready to help, then 
those people will probably turn to you more often and you are the first name that 
comes to their mind to ask. Therefore it is almost necessary to shut down all channels 
DQG�EHLQJ�RXW�RI�UHDFK�µ 

 
This could mean that the personality helped them with either being able to 
handle the interruptions in a better manner or then getting too stressed to 
sometimes impact their ability to work. When asked if this is self-initiated, the 
interviewee responded that the desire to do so was self-sustaining. They 
explained that the will is initiated by themselves, because there are a certain 
number of tasks to do. At that point it if they were conducting a medium priority 
task and the work was interrupted by a high priority task, the current task 
became a low priority task. Prioritizing and also knowing what to prioritize was 
something that both of the interviewees said that was one of the most important 
parts of mitigating the stress from their work.  

5.3.5 Stressors and consequences for Coaching Supervisors 

In figure 8 you can see that the challenges in using the two laptops can be 
categorized similarly for the coaching supervisors as for the team managers in 
software related and hardware related challenges. The challenges in using two 
laptops were the stressors creating the strain for the coaching supervisors. These 
in turn led to negative consequences that symbolize the different forms of stress 
experienced in this specific role.  
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FIGURE 8 Coaching Supervisors. Stressors and consequences 

In the software related challenges, the coaches found having multiple 
overlapping communication systems a challenge in their everyday work. Other 
challenges related to software use were interruptions while performing a task, 
having notes on different devices and incident management when working with 
the two different laptops. Hardware related challenges were caused by the 
continuous simultaneous use of two devices, needing more screen space for all 
the systems being used at work, choosing between which laptop to carry around 
at the office and not being able to see what other colleagues were doing or how 
they were working. These challenges led to multiple negative consequences for 
the coaches. The consequences consisted of forgetfulness when having too much 
on their plate, loosing focus on other tasks due to the continuous interruptions, 
lack of visibility of how others were working, negative feelings of stress, time 
consuming activities and therefore also slowed performance when completing 
tasks, a constant need for multitasking which evidently also was experienced as 
an overload of the work memory.  

To summarize the impact of having to work with two different work 
devices from two different organizations on the coaches, the interruptions 
happened mainly in the middle of other tasks and the interruptions were 
negative in nature. The coaches work required more dynamic and reactive ways 
of working which easily led to an overload of work or tasks, which then could 
lead to forgetfulness and the feeling of losing control over work. While losing 
control over work and feeling unarmed in the situation caused both interviewees 
the feeling of not being able to perform their task, they both also identified that a 
big part of this required a bigger effort from themselves rather than losing the 
other device at work. 
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5.4 Low level role: Customer advisors 

For this research four Customer Advisors (CA) were interviewed from the 
HPSOR\HU�RUJDQL]DWLRQ·V�FXVWRPHU�VHUYLFH�UHSUHVHQWDWLYHV��,Q�WRWDO��DW�WKH�WLPH�RI�
the empirical research, the organization employed around 80 customer advisors. 
Customer advisors represent the low-level role in this particular research. The 
FXVWRPHU�DGYLVRU·V�DYHUDJH�FDUHHU�OHQJWK�LQ�WKH�RUJDQL]DWLRQ�ZDV�����\HDUV��7KH�
average age of the customer advisors was 26,5 years and three had finished trade 
school and one had a EDFKHORU·V degree as their highest form of education.  

All the interviewees from this group worked daily with both RUJDQL]DWLRQV· 
laptops to be able to conduct their tasks. When asked about how often the 
interviewees used two laptops the answer from all four was unanimous��´)LYH�
GD\V�D�ZHHN��HYHU\�KRXU�RI�WKH�GD\µ��7KH�XVH�ZDV�YHU\�IUHTXHQW�DV�both laptops 
had to be used while answering customer requests in the contact center 
environment. Due to the frequent use of both laptops, most of the respondents' 
first reaction to asking if they noticed any difference in using two laptops 
compared to imaginatively only using one laptop, they all responded with that it 
actually made the work easier as it helped them all differentiate between the two 
different organizations. The way they all used the two laptops at all times at work 
made the change between the two laptops intuitive and simple, which was an 
interesting discovery during the interviews. In comparison to the two previously 
interviewed roles, the customer advisors mainly used the customer 
organization·s laptop in their everyday work. One of the interviews even started 
off with the interviewee stating right at the start that they had never even 
considered working with two devices stressful or difficult. When asked if 
working with just one laptop would make working easier during early stages of 
the interview, they all responded with that it did not really make a difference. 
Only when getting deeper into the subject the interviewees started to find the 
challenges in using two laptops.  

5.4.1 Career length and managing two laptops 

The interviewees all had different backgrounds and career lengths in the 
company. Two of the interviewees had worked in the organization for around 3 
years and two less than a year. This created differences in some of the responses 
while discussing the different themes during the interviews.  

Even if the use of systems on two different laptops was considered easy at 
work, one of the interviewees with the least experience in the company explained 
that in the beginning it was harder to differentiate between the two laptops. In 
the beginning during the training period, being handed two laptops instead of 
just one caused stressed for one of the interviewees as they said that they were 
nervous if they would be able to learn to use both laptops as well as their co-
workers.  

Despite being insecure about using two laptops in the beginning, after 
working frequently with them both for a couple of months, they hardly ever 
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noticed it as the workflow grew stronger. When asked how long the interviewee 
felt that it took to get used to using two laptops, the answer was that they did not 
really remember, but estimated that it took roughly 1,5 - 2 months and explained 
that they got used to it with just working with the two laptops constantly. 
Another one of the interviewees also pointed out that it was better to learn to use 
both laptops directly from the beginning of the career as had the other laptop 
been brought up later after already gotten used to working with just one laptop, 
that could have been harder to learn. 

Getting used to using two different laptops was a mutual response from all 
of the interviewees, every respondent felt that the ease of use of two laptops came 
from the frequent use of both laptops and getting used to having two laptops, 
which did not take particularly long for any of the respondents. 

As some of the interviewees had been working in the company for a longer 
period of time, one of them had experienced a time in the organization where 
they had not had the two laptops to work with straight from the beginning. They 
had started their career in the organization while only using the customer 
RUJDQL]DWLRQ·V� ODSWRS��$V�D�UHVXOW��QRW�DOO� WDVNV�FRXOG�EH�performed, and some 
had to be delegated to more competent colleagues who had the necessary 
systems in place on both the customer's and the employer's devices. In this 
situation, when the interviewee themself finally got the necessary training and 
the other laptop to work with, the meaningfulness at work and comfort of 
working increased considerably, according to the interviewee, as they no longer 
had to blindly move their own tasks forward and they were finally able to do the 
necessary task by themselves.  

This was also brought up in conversations with the employees regarding 
specific services that were offered to tKH� FXVWRPHU� RUJDQL]DWLRQ·V� FXVWRPHUV��
They explained that they were forced to answer certain types of calls that 
required additional training and a system that they did not have the skills or 
access to use. One of the interviewees explained it as following: 
 

CA3: ´:H�KDYH�D�FHUWDLQ�OLQH�WKDW�ZH�QHHG�WR�UHVSRQG�WR�EXW�ZH�GRQ·W�KDYH�WKH�WUDLQLQJ�
or visibility to the system that needs to be used with these customers. Then you have 
to ask for help in Teams and there are not always people available who could help. It's 
easy to get frustrated if someone doesn't respond quickly, especially if the customer is 
VWLOO�RQ�WKH�OLQH�ZDLWLQJ�µ 

 
This made the interviewees feel frustrated and they felt that answering these calls 
was time consuming and difficult as they had to get the necessary information 
from a co-worker that had the access to the system they needed to help the 
customer. This was brought up by three of the four interviewees.  

5.4.2 Stressful situations for customer advisors 

A stress factor brought up by the respondents was the number of credentials that 
had to be remembered and also changed at a relatively short time span. This 
made the respondents feel like they had to constantly keep changing passwords 
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and coming up with new acceptable ones that had not already been used. One 
explained that they had to keep all the passwords accessible in written form and 
felt that it was a compliance risk, which they stressed about. This made the 
handling of different credentials stressful and interfered with the customer 
service situation if they did not remember the credentials. This scenario caused a 
stressful situation where multitasking was important when trying to keep the 
customer on the line while simultaneously trying to get the applications or 
systems to work. One respondent explained it like this: 
 

&$���´6RPHWLPHV�WKHUH�DUH�VLWXDWLRQV�ZKHUH�\RX�KDYH�WR�VHUYH�FXVWRPHUV�EXW�GR�QRW�
remember the passwords of all the systems and you have to ask your friends for help. 
7KHQ�WKH�GD\�LV�UXLQHG�ZKHQ�\RX�GRQ·W�KDYH�WKH�RWKHU�Vystem or you have to ask for 
KHOS�ZLWK�LW�µ 

 
Another example of situations that created stress was the times where the other 
laptop did not work. One of the interviewees pointed out that they had had many 
LVVXHV�ZLWK�WKH�HPSOR\HU�RUJDQL]DWLRQ·V�ODSWRS�GXULng their time in the company. 
The interviewee explained that while the remote work first started back in 2020 
they spent most of their time working from home using only the customer 
RUJDQL]DWLRQ·V�ODSWRS��7KLV�UHVXOWHG�LQ�FKDOOHQJHV�LQ�SHUIRUPDQFH�DV�WKH\�always 
had to rely on co-workers to get necessary information from the other laptop 
without being able to access the systems themselves. They explained that due to 
this situation form the past it still made them feel stressed at work while always 
having to wonder if the other laptop would be working or not. They explained 
that that the stress was mostly related to the reaction of their supervisor or the 
customer if they were unable to perform fast. Due to this they felt stressful also 
when arriving to work having to start two laptops in time for their shift and 
making sure that everything was working. Sometimes they admitted that they 
did not have enough time to start both laptops before the start of their shift which 
resulted in serving the first customer possibly without all systems ready at use, 
which made them feel nervous. One of the interviewees explained the feeling as 
following: 
 

CA4: (when asked how they reacted if the other laptop stopped working in the middle 
RI�WKH�GD\��´$�VLPLODU�IHHOLQJ�WKDW�GR�I need it right now and when I know that it can 
KDSSHQ��LW�PDNHV�PH�IHHO�WKDW�HYHQ�LI�LW�GRHVQ
W�VWRS�ZRUNLQJ��,�VWLOO�WKLQN�DERXW�LW�´EXW�
ZKDW� LIµ�� NLQG� RI� DQWLFLSDWLQJ� LW"� «�What makes me feel tense is that what if the 
customer gets mad at me, if I suddenly have to make them wait because my system 
doesn't work, that is really what I'm afraid of, the customer's reaction.µ 

 
The same respondent also said that it would be nice to start just one machine at 
the start of their shift and that it was a big stress factor how long it takes to start 
the day with getting two different devices to operate with. Later as the 
conversation went on, they also explained that the pressure was built when 
thinking about how the supervisor would react if they had troubles with the 
other laptop.  
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Another one of the interviewees also identified that the fear of failing at 
work if they were unable to operate on both laptops as smooth and quickly as 
possible, it made them stressed over how their supervisor would react to the 
slowness in performance. Even though this was more or less recognized by all of 
the interviewees, the one most experienced in the company felt that they had 
learnt to manage the stress caused by a not working system or device. They 
explained that they had learnt that as it was not something that they could predict 
or fix right away, it was better to stay calm and not stress about something that 
was out of their control. 

What all interviewees felt was the most stressful situation to work with two 
laptops was just like the previous roles had explained, incidents. During 
incidents they explained that they had to keep up with the information updated 
coming from different stakeholder through different communication channels 
and at the same time they had to be able to serve the customers as fast as possible. 
One of the interviewees said that the days they felt particularly drained out of all 
energy were days of incidents and another pointed out that handling phone calls 
with all systems on just one laptop during incidents would be a lot faster as you 
would not have to switch laptops while conducting tasks required by the 
customer.  

All of the interviewees felt that it would be easier if their organization 
would have just one Teams and one email in use instead of the overlapping 
systems with the customer organization. Despite them preferring just one set of 
communication channels, they felt that following the different channels was not 
as burdening as for the other two roles in the research. They all explained that 
they tried to read through their own email once a day and keeping up with the 
FRPPXQLFDWLRQ� LQ� WKH�FXVWRPHU�RUJDQL]DWLRQ·V� WHDPV��2QH�VDLG�WKDW�VRPHGD\V�
they felt stressed if they had not noticed a message or a change in instructions 
due to other work, but otherwise the customer advisors did not experience as 
much interruptions in their work due to the overlapping communication systems 
as the coaching supervisors and team managers.  

As explained earlier, the interviewees pointed out that having to respond 
to customers without having access to all necessary systems was frustrating, time 
consuming and stressful. As the employees all had two laptops to work with, 
they were able to continue their work if only one of their laptops stopped 
working, if it was not stopping them from receiving calls. Due to this the expected 
ZD\�RI�ZRUNLQJ�IURP�WKH�HPSOR\HU·V�SRLQW�RI�YLHZ�ZDV�WR�NHHS�DQVZHULQJ�FDOOV�
as well as the interviewees could while operating with only half of the needed 
systems. For these type of situations the interviewees explained that they were 
able to get help from other co-workers, but that it took time and made them feel 
OLNH�WKH\�ZHUH�LQFDSDEOH�RI�DQVZHULQJ�WKH�FXVWRPHU·V�TXHVWLRQV�DW�D�UHDVRQDEOH�
WLPH��2QH�RI�WKH�LQWHUYLHZHHV�VDLG��´,I�WKHUH�LV�D�UXVK�RQ�WKH�OLQHs and you know 
that the other laptop is not working, then you do not feel that you can try to figure 
out what is wrong with the other laptop in a hurry and it takes time and stresses 
you out. If you are in a hurry, you will not be able to figure out the problems that 
OLPLW� \RXU� ZRUNµ�� 7KH� VDPH� LQWHUYLHZHH� FRQWLQXHG� WR� H[SODLQ� WKDW� WKH\� IHOW�
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contradictory when knowing that their employee should provide them with 
functioning devices, but still they felt guilty if they were unable to do their job as 
intended if one of the laptops did not work. 

The switch between the two different laptops during work was not seen as 
interruptive by any of the respondents explaining, that the use of laptops in the 
Customer Advisor role did not cause stress due to interruptions. The experienced 
stress in the customer advisor role was rather linked to situational factors such 
as situation where the other device was not working or if there were peaks in 
rush hours where they felt they had to work fast or they had to remember what 
credentials to use. One important factor they all also brought up was the 
difficulty in sometimes keeping up with the different communication channels 
between the organizations.  

5.4.3 Physical differences in using two laptops at work  

Working with two different laptops caused physical differences at work 
comparing to a similar situation where only one laptop would be used. In this 
case organization the customer advisors identified several factors that impacted 
their work when using two laptops. 

A positive aspect brought up by the interviewees was the possibility of 
having more screen space for all systems in order to be able to view all the 
different systems in use at the same time. Having two laptops enabled for the 
interviewees to view up to five different screens when working at the office. Two 
of the interviewees used additional screens both at home and at the office while 
WKH� WZR�RWKHU�GLG�QRW�KDYH� VFUHHQV�DW�KRPH�DQG�KDG� WR�XVH� RQO\� WKH� ODSWRSV·�
screen space when teleworking.  

Interestingly, one of the interviewees said that as they worked irregularly 
from the office and did not have extra screens at home, they did not want to use 
the additional screens at the office either. They explained that they did not want 
the work view to change while working at the office or working from home in 
order to keep the work as similar as possible despite the location. In addition, 
they felt that using extra screens felt like yet another set of work devices to 
operate with. They felt that working with two laptops was challenging enough.  

The three other interviewees clearly stated that the most important part of 
having two laptops and extra screens to both laptops was necessary to use all of 
the different systems as smoothly as possible, which made the fourth 
interviewees statement about not using the screens at all contradict with the other 
responses. Another one of the interviewees said when asked what the benefit 
with extra screens was, the response was that it was easier when you can see 
everything at the same time, which might have been a factor that the one 
reluctant to use extra screens had not thought about.  

When asked if the work would feel easier if all systems were used on only 
one laptop all answered that if they just had access to the laptop it would make 
their work more difficult, but if they could have as many extra screens with just 
one laptop as they now had with two, one explained that it would make work 
somewhat easier when not having to transfer data from one laptop to another. 
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The one interviewee who had had the most technical difficulties with their 
laptops also said that it would reduce the amount of stress experienced when 
starting the workday when having to only start one laptop instead of two.  

One of the interviewees brought up the difference between working at 
home or at the office simply by the lack of proper workspace at home. They 
explained that while working from home, they had to use two different desks to 
be able to use both laptops side by side. The direction and position of the 
machines had varied at home, depending on how the interviewee had been able 
to make the workstation work. The interviewee also raised the challenge of how 
to get both machines to a place where there were enough sockets and how the 
machines can be used for charging. They also said that sometimes they had been 
forced to keep the laptops behind each other, switching their position every time 
they had to use the other. This led to loss of productivity and efficiency, and they 
said that after they came back to work from the office full time, it affected their 
productivity, DQG� LW� ZDV� YLVLEOH� IURP� VWDWLVWLFV� KRZ� WKH� FXVWRPHU� DGYLVRU·V�
efficiency is measured in the organization. Additionally, the interviewee pointed 
out that they had experienced back pains due to the unergonomic working 
positions with the two laptops. When asked specifically does the interviewee feel 
that the working conditions at home affected their productivity the answer was 
the following: 
 

CA4: ´)RU�Vure. 100% yes. Here in the office when you always have that machine on a 
certain side, so you naturally have it there when you need to use it. You already know 
where you're reaching, what you're pressing, what you're doing, it's always there in 
the same spot so using it is faster, which is reflected in my statistics. Clearly, the 
VWDWLVWLFV�KDYH�LPSURYHG�ZKLOH�EHLQJ�DW�WKH�RIILFH�µ 

  
One of the interviewees also said that they worked with two different sized 
laptops. Interestingly the one they used the majority of their office hours was the 
smaller laptop and the one used less was the larger one. When not having access 
to extra screens this also showed that even if the interviewee did not at first see 
it as an issue, they later stated that if the situation was the other way around it 
would probably make their work easier. This could mean that even if the 
employees do not knowingly pay attention to the size of the laptops, it could have 
some impact on their productivity if the laptops are not the same size or at least 
that the mainly used laptop would be the one with a larger screen.  

Some of the interviewees also pointed out that they had experienced 
physical symptoms of the use of two laptops. One interviewee said that if they 
did not have access to their glasses and they notices that they had a headache at 
the end of the day. The interviewee was uncertain if it was just from their poor 
eyesight or if it had something to do with staring at the small screen without 
proper glasses. Another one of the interviewees also pondered if they had 
experienced headaches due to stress as they were not certain if it was due to work 
related stress or something else. As they thought about their past they realized 
that before their studies and working at the company they had not experienced 
such headaches, which led them to believe that it could be a symptom of stress.  
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5.4.4 Customer Advisor mitigation 

For mitigation of the stress caused by two devices there were fairly similar 
responses as for the other two roles in this study.  What combined the 
interviewees was the will to stop thinking about work after office hours and 
doing physical activities in their spare time to balance the workload. For all the 
respondents the most important mitigation method for situations where the 
malfunction of the laptops was causing them stress was the support offered by 
co-workers, the coaches, technical support and other critical stakeholders. As 
they all explained that they had more or less gotten used to the issues with the 
laptops, it had become easier with time to adjust to the situations compared to 
their reactions at the start of their career.  

Dividing the four interviewees group in half, two of the respondents had 
chosen to work at the office at all times while the other two worked partly from 
the office and partially from their homes. For the two interviewees who were 
working at the office they both found that it was a way of mitigating the negative 
effects work had on them. For the other one it was not so much tied to the two 
laptops as their working environment at home was satisfactory because they had 
separate screens and a good desk at home, but for the other one working at the 
office had made a clear difference in their work as they had a proper workstation 
and enough screen space to work efficiently.  

The fact that either one of the laptops could stop working during the day 
was both a stressful situation as well as a positive experience. Due to having two 
laptops it was possible to continue working to some extent with just one laptop. 
The interviewees said that at least with two laptops if the other stopped working, 
you still had the other one to stay in touch with your colleagues and they felt that 
help was always available when needed. This played a big role in mitigation as 
the interviewees all pointed out that getting assistance and support with 
technical issues with both laptops was easy and they were all able to rely on co-
workers to help if help was needed. 

As for the overlapping communication channels and the difficulties in 
keeping up with news, one of the interviewees working from the office stated 
that they hoped the gradual return to the office would help with the 
communication issues. They said that they had never before COVID-19 and 
remote work experienced that it was hard to keep up with new instructions and 
changes in the work as it was during remote work. They had also noticed that 
their co-workers had experienced the same type of issues. The situation was best 
described by the interviewee in the following extract of the interview: 
 

&$��´WKHUH
V�D�ORt of changes going on here, and it's just that when you have so many 
employees here and I understand that it's difficult to communicate in such a big 
organization, that you have to get the messages to many people and when it happens 
electronically through a Teams post you easily kind of fall behind, even though your 
co-ZRUNHUV�JXLGH�HDFK�RWKHU�D�ELW«LQ�WKDW�VHQVH�ZKHQ�WKHUH�DUH�FKDQJHV�LW�ZRXOG�EH�
nice to go through these more. When many are working remotely most of the time so 
of course I understand the current system because you can't really do it in any other 
ZD\��EXW�LW�ZRXOG�EH�QLFH�WR�VRPHKRZ�JHW�PRUH�WUDLQLQJ«%XW�PD\EH�QRZ�LI�ZH�VWDUW�
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coming back to the office, hopefully at least it will help with these things, we will be 
able to communicate and we will HEAR what a colleague is talking about during calls, 
we are able to question these things and ask questions. Being present at the office is in 
itself such a big part of that communication so I believe and hope it helps with most of 
these things, because ,�GLGQ·W�H[SHULHQFH�WKHVH�WKLQJV�ZKHQ�,�VWDUWHG�KHUH�DQG�ZH�ZHUH�
DOZD\V� DW� WKH� RIILFH�� %DFN� WKHQ� ,� GLGQ·W� IHHO� OLNH� WKHUH� ZHUH� VR� PDQ\� RI� WKHVH�
FRPPXQLFDWLRQ�SUREOHPV�EHWZHHQ�WKHVH�WKLQJV�EHFDXVH�WKH\�GLGQ·W�KDSSHQ�UHPRWHO\��
everything happened in the office�µ 

 
So even if the communication issues are acknowledged and the employees 
understand why the communication happens the way it does, the interviewee 
still hoped that live interactions with co-workers and other employees would 
help with the current issues in communication.  

5.4.5 Stressors and consequences for Customer Advisors 

As for the Customer Advisors, the use of two different devices appeared different 
during work than for the two other roles interviewed. For the most part the 
FXVWRPHU� DGYLVRUV�ZHUH�PDLQO\� XVLQJ� WKH� FXVWRPHU� RUJDQL]DWLRQ·V� ODSWRS� DQG�
having less use for the HPSOR\HU�RUJDQL]DWLRQV·� ODSWRS��Nevertheless, they did 
operate with both devices daily every hour in order to complete their tasks, but 
they did not experience a sense of interruptions of the use as they operated on 
both in a manner that felt natural and easy. They had all gotten used to using 
both devices due to the frequent use of both laptops and the nature of their work 
made it easier to see both devices more like a single device as they had to use 
both for many of the tasks they were completing during the day.  

The challenges of using two laptops were focused on the overlapping 
communication channels, managing the amount of credentials on both devices 
and keeping them up to date, efficient working with two devices at all times at 
the same time during their workday. Other difficult software related challenges 
were days where there were incidents and not having access to all necessary 
systems to serve the customers. Hardware related challenges included the 
simultaneous use of two devices, the need for additional screen space and 
physical workspace and having to start two laptops. These are visible in figure 9. 
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FIGURE 9 Customer Advisors: Stressors and consequences 

Even though the interviewees had all gotten used to having two laptops, many 
of them identified challenges in the simultaneous use of both devices in more 
challenging situations or if one of the two laptops did not work. They also 
acknowledged that two devices provided them more screen space but also that 
additional screens were necessary to being able to work fast. Having to start two 
different laptops at the same when beginning their shift was also seen as a 
challenge.  

The negative consequences of the challenges were insecurities in the use of 
two laptops. The interviewees explained that they felt stressed in cases where the 
other laptop did not work or if they were unable to answer questions if they did 
not have access to the required systems. This also OHG�WR�IHDU�RI�WKH�FXVWRPHU·V�
reaction or in some cases the fear of how their managers would react of they were 
unable to work. Frustration was also found amongst the interviewees in 
situations where they were unable to access a necessary system or if they had 
technical issues with their devices. When not being able to fix their technical 
issues due to other restrains the interviewees felt inferior and that their work 
speed was slowed down, which then again led to slowed performance. Some 
interviewees considered that using two laptops could have resulted in physical 
symptoms such as headaches and back pain.  

In comparison to the other two roles thus far, the customer advisors also 
found positive aspects related to the work with two different laptops. They felt 
that they could continue working even if the other device was not working 
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properly or at least they had a device to contact support if the other one was not 
working. The interviewees also said that working with two different devices 
helped the differentLDWH�EHWZHHQ�WKH� WZR�GLIIHUHQW�RUJDQL]DWLRQ·V� V\VWHPV�DQG�
that the two laptops enabled them with more screen space when working from 
home and had the situation been opposite that all of the current systems in use 
had to be used on just one laptop, it would make working difficult as every 
system had to be behind each other on a smaller screen.  

In conclusion all of the interviewees also pointed out that had they not been 
somewhat skilled with operating with IT systems and devices, some of them 
being more interested in IT and ICT in their spare time, they might not be as 
successful at their job as they felt they were. One of the interviewees said that 
they were not as interested in IT in their spare time as their other co-workers 
might be, they still recognized that they had the required skills to operate with 
two different.  

5.5 Similarities and differences between roles 

In the previous parts of this chapter the findings according to each role were 
presented. Between the different roles there were some significant differences 
that could be seen. The division between the frequency of use of both laptops was 
one where the differences could be seen between the low- and mid-level roles 
compared to the high-level role. As the high-level role did not require constant 
use of the two laptops, the Team Managers did not feel that it caused the 
interruptions as much during the day compared to their mid- and low-level. The 
low-level and mid-level roles were found to use the two laptops at all times 
during work whereas in the high-level role the other device was estimated to be 
in use only around 10 percent of the work time. This created a gap between the 
three different roles where the low- and mid-level roles were using the laptops 
in a similar frequency compared to the significant difference to the team manager 
working in the high-level role.  

Another difference in the use of the two different laptops could be found in 
the emphasis of use of the two laptops. For the low level role the customer 
advisors identified that they used PDLQO\�WKH�FXVWRPHU�RUJDQL]DWLRQ·V�ODSWRS�WR�
conduct their everyday work. In comparison, for the mid-level role the equal use 
of both laptops was necessary to complete their tasks. For the high level role the 
FXVWRPHU�RUJDQL]DWLRQ·V�ODSWRS�ZDV�XVHG�LQIUHTuently to as a result of which the 
employer's computer was used for most of the time. The differences in the 
emphasis of use was also one of the reasons why the interruptions at work felt 
very different for the different interviewees in the different roles. Showing why 
the high level roles felt more inadequate LQ�XVLQJ�WKH�FXVWRPHU�RUJDQL]DWLRQ·V�
laptop is the infrequent use of the device where as the mid- and low-level roles 
were confident in using the both as they had more experience after using the 
laptops every day. While the low-level role emphasis of use was on the customer 
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RUJDQL]DWLRQ·V� ODSWRS�� WKH�HPSOR\HU�RUJDQL]DWLRQ·V� ODptop was still used every 
day.  

As for the interruptions arising during work, the low-level role findings 
showed that the continuous use of both laptops did not necessarily cause the 
customer advisors interruptions that made them lose focus but rather a sign of 
having to use the both laptops in order to complete a task created the situation 
where mid-task the device had to be switched. For the mid-level role the 
interruptions happened in the middle of conducting other tasks so the 
interruptions affected the efficiency and focus of the coaching supervisors more 
than in the other two roles. This shows that depending on the complexity and 
level of tasks for each role, the impact of using two different laptops is different. 
For the high-level roles the occurrences of the interruptions could be of both 
types. All these findings have been combined in table 2 to help see the similarities 
and differences in the use of two laptops for the different roles.  

TABLE 2 The nature of use of two laptops 

 
Low - level   Mid-level  High-level  

Title Customer  
advisor 

Coaching  
Supervisor 

Team manager 

Frequency of use 
(Both laptops) 

At all times At all times ~10% of work time 

Laptop mainly in 
use 

Customer 
RUJDQL]DWLRQ¶V�
laptop 

Both equally Employer 
RUJDQL]DWLRQ¶V�ODSWRS 

Interruptions per 
day 

Continuous Continuous Max. 2-5 times a day 

Occurance of 
interrupiton 

Interruptions occur 
while executing a 
task 

In the middle of 
other tasks  

While executing a 
single task / In the 
middle of tasks 

 
What was a significant finding between the different roles was the gap between 
the low-level role compared to the mid- and high-level roles. As the complexity 
of the tasks increased as the level of the role got higher, this resulted in different 
types of challenges for the mid- and high-level roles that the low-level roles did 
not identify. The employees working in the mid- and high-level roles were forced 
to move around at the office while the low-level role had a stationary position 
when working at the office. This resulted in the difficulties in choosing which 
device to carry with while moving around at the office. This was not brought up 
by a single customer advisor in the interviews showing, that they did not have 
the need to move around but instead could focus on working from the same 
workstation for the day. 
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The other part enforcing the gap between the two higher level roles and the 
low-level role was the nature of the interruptions. As the employees working in 
the low-level role were not expected to react quickly to unpredictable work tasks, 
they did not experience that their work was interrupted by the use of two laptops 
in the same manner as for the mid- and high-level roles. For the low-level role 
the interruptions happened while performing a single task such as helping a 
customer, the interruptions was caused when having to use a system on the other 
device. As for the employees working with more supportive tasks in the higher 
levels of the organization, the interruptions happened while conducting a single 
task by another emerging task or request.  

Due to the nature of the interruptions and how they occurred, the feelings 
caused by the interruptions were also different. For the high- and mid-level roles 
the interruptions had a clear negative impact on the employees whereas for the 
low-level role the interruptions did not cause as many negative feelings. On the 
contrary, the low-level employees felt that the use of two different devices was 
helpful when differentiating between the different systems used for conducting 
different requests from the customers. All of the differences highlighting the gap 
between the higher and lower-level roles have been collected together in table 3. 

TABLE 3 The gap between mid-/high- and low-level roles 

 
Mid / High level Low level 

Moving around in 
the office 

Mid-level and high-level 
employees experienced difficulties 
at the office when choosing which 
laptop to carry around the office 

Low level employees work  
stationary and are not required to 
move around with laptops during 
the day  

Interruptions Other work was interrupted more 
due to the usage of two laptops as  
using both laptops while  
performing a task allowed other  
interruptions.  

The interruptions happened while 
performing a certain task, not  
significant when trying to finish 
the task as changing laptops was a 
part of the task.  

The feeling of 
interruptions 

The interruptions mostly had a  
negative impact on the employees 
on high or mid-level as the  
interruptions caused forgetfulness 
and moving from performing one 
task to another  

The interruptions were not found 
harmful as the switch of laptops 
was made during each task which 
helped the employees form a  
routine in using both laptops with 
ease.   

Positive or negative 
feelings about using 
two laptops 

Mainly negative as the tasks  
required more effort and s 
elf-control to not be interrupted by 
the switching between laptops 

Mainly positive, as working with 
two laptops made it easier to  
handle the different systems in use 

 
As for the mitigation methods, all of the three roles explained that the most 
important mean of mitigation was the support available for technical issues at all 
times. Whether it was a technical support or venting to a same-level or different 
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leveled colleague, the peer support was seen as an important actor in the 
mitigation of stress caused by the use of two laptops. In addition to this, many 
interviewees despite the role felt that curricular activities such as hobbies and 
spending time with their families played a big part in their mitigation processes 
after office hours. The three interviewees who worked mainly from the office if 
not forced to telework, had clearly made working from the office a type of 
mitigation for themselves as they stated that remote work caused them more 
stress and made them feel less content with their work. By leaving the work at 
the office they were able to let go of work and leave the used devices to the office 
and continue their free time without having to stress about work. In comparison 
to the employees combining teleworking and working on premises, this group of 
interviewees clearly felt that the use of the technologies and the challenges in 
using two laptops (e.g. interruptions and difficultes in use) made the workload 
more prominent and caused extensions of working hours.  

To summarize this chapter, all of the three leveled roles experienced some 
stressors that caused negative feelings or consequences that can be seen as forms 
of technostress. Depending on the role, the experiences were somewhat different, 
and all of the three different roles had to deal with different types of strains 
related to the use of two laptops in their everyday work. To understand how the 
impact of using two different laptops impacts the creation of technostress in a 
multiorganizational work environment, figure 10 displays the process. 

 

 

FIGURE 10 Technostress from using two laptops 

In the figure the process shows that using two laptops creates both hardware 
(lack of space, need for additional screens, etc.) and software related (overlapping 
systems, lack of training to use all systems, etc.) stressors that are connected to 
the creation of technostress in a multiorganizational work environment. 
Depending on the employee·V role, technostress results in different types of 
perceived stress.  
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The use of technologies at work is inevitable in almost all companies in the 
modern world. In many organizations it is common to use many different 
systems to handle different tasks. In this thesis the research involved a case 
organization, where the ICT complexity was increased by the use of two different 
RUJDQL]DWLRQV·� ODSWRSV�� 7KLV� FUHDWHd the possibility to study how multi-
organizational work environments impact the employees, which has not been 
done before.  

As technostress is inevitable in many work environments, this research 
focused on how the use of two different laptops impacted the employees of the 
case company in different roles. As this had not been researched before, this 
thesis contributes to current research by adding the viewpoint of a 
multiorganizational work environment, using two different laptops and how 
that impacts the HPSOR\HHV· experiences of technostress.  

This research focused on finding answers to four different research 
questions, which will be discussed in this chapter. This research focused on the 
following research questions: 
 

1. HRZ� XVLQJ� WZR� FRPSXWHUV� DIIHFWV� DQ� HPSOR\HH·V� H[SHULHQFH� RI�
technostress?  

2. Does the technostress appear differently between different roles?  
3. Are there any differences between teleworking and working from the 

office? 
4. What type of coping mechanisms the employees were using to mitigate 

the impact of technostress at work?  
 
In this discussion chapter the findings from the research are analyzed and 
reflected on previous studies in the field. The chapter consists of presenting the 
different forms of technostress in the different roles, the challenges in 
overlapping communications systems, teleworking with two laptops and 
mitigation and coping methods of the case company employees. After this the 

6 DISCUSSION 
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future research and implications for practice are covered and lastly the 
limitations for this research is presented. 

6.1 Different forms of technostress in different roles 

Technostress is emerging in different forms in different contexts (Tarafdar et al., 
2007; Wang et al., 2008) impacting the employee well-being and job satisfaction 
(Califf et al., 2020). According to previous research constant interruptions at work 
(Tams et al., 2018) and the need to respond to different requests as fast as possible 
(Barber & Santuzzi, 2015) puts the employee under strain that often results in 
negative stress (Tarafdar et al., 2019). According to Crawford, LePine and Rich 
(2010) work that puts too high demands on the employee can result in employee 
burnout and prolonged sick leaves. Depending on the employHH·V�UROH�DQG�WKH�
role complexity (Tarafdar et al., 2007; Richards et al., 2019) technostress has 
different types of consequences for the employee. As burnout is one of the typical 
consequences of technostress (Bakker & Demerouti, 2017) it is necessary for 
organizations to understand how technostress emerges and what the employees 
are doing to cope with the stressors to support the mitigation and help diminish 
the impact of technostress. This must be done so that proper measures can be 
taken to mitigate the impact of technostress and to help employees cope with the 
stressors (Atansasoff & Venable, 2017). 

In this chapter the aim is to discuss the two first research questions: How 
XVLQJ�WZR�FRPSXWHUV�LV�DIIHFWLQJ�WKH�HPSOR\HH·V�H[SHULHQFH�RI�WHFKQRVWUHVV�DQG�
does technostress appear differently between the different roles in the case 
organization. According to the findings of the interviews it was clear that all of 
the UROHV· experiences stressors that caused them negative feelings or experiences 
at work. Due to the use of two different laptops from two different organizations, 
depending on the role the consequences were different. Reflecting on the 
Tarafdar et al. (2007) explanation of the five different forms of technostress, all 
five could be found amongst the different roles.  

Employees in the high-level role and mid-level role admitted to sometimes 
having to work overtime due to the use of two laptops. This supports previous 
findings of technostress as techno-overload often results in having to work 
overtime (Tarafdar et al., 2007). For the high-level roles such situations could be 
when the other laptop was not working or if they did not remember how to use 
WKH� ODSWRS�� DOVR� LVVXHV� ZLWK� WKH� FXVWRPHU� RUJDQL]DWLRQ·V� GDWD� PDQDJHPHQWV�
caused delays in the task performance and could extend the working hours of 
the employees. For the mid-level role, the techno-overload could be seen in the 
situations where the coaching supervisors explained that their role required fast 
responses to suddenly emerging tasks, and they admitted that working in this 
manner caused a significant number of retraining interruptions that had begun 
to impact the amount of stress they experienced at work.  

The continuous interruptions due to the use of the different communication 
systems and the mid-level role tasks forced the coaches to interrupt their work, 
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which then again meant that completing simple and otherwise fast tasks took 
significantly longer. Tarafdar et al. (2015) also explain that technostress has a 
negative impact in performance, which the findings of this thesis also support as 
the findings showed that the constant interruptions had an impact on the 
employee performance. Continuous interruptions have also shown that 
employees feel more exhausted from work and it impacts their work memory 
(Tarafdar, Tu, Ragu-Nathan & ragu-Nathan, 2011; Tams et al., 2018; Sellberg & 
Susi, 2014) which was also discussed with the interviewees while conducting this 
research. 

The findings also showed that the employees working in the mid-level role 
felt they lacked control of their work due to the constant interruptions. The 
findings also showed the interruptions leading to situations where the employees 
felt they did no longer know how to cope with the amount of work requests they 
received. The fragmentation of work can be seen as a stressor for the mid level 
role, which in time could lead to an increased distress level for the employees 
(Mark, Gonzales & Harris, 2005). This in turn may lead to decreases in job 
satisfaction and increase the role stress in the psychological strain and 
behaviorally it can also decrease the productivity of the employee (Tarafdar et al., 
2010).  

In comparison, the low-level role did not show as many signs of techno-
overload as their tasks were not affected by the use of two different laptops as 
much as for the two other roles. In the low-level role the use of two laptops did 
not show the need to work as fast as possible or to respond to different requests 
as fast as for the other levels. This implies that as the role complexity grows with 
the level of the role, the impact and significance of technostress increases 
(Tarafdar et al., 2007; Marchiori, Mainardes & Rodrigues, 2019).  

For the low-level role employees, the techno-insecurity was more visible in 
the results due to their experiences of technical difficulties and the fear of 
seeming uncapable of doing their work in the eyes of their managers. This feeling 
reflected in signs of stress and uncertainty and even in feelings of losing their jobs 
if they were not able to use the two devices as well as their co-workers. These 
types of feelings caused by technostress can typically lead to inefficacy, anxiety, 
or fatigue (Salanova, Llorens & Cifre, 2013). According to previous research, 
similar findings have been made when studying technostress and employees 
with different experience (Marchiori et al., 2019) which indicates that even in a 
multiorganizational work environment, the less experienced employees are 
prone to techno-insecurity more than the more experienced employees, despite 
the frequency of use of two laptops being higher for the low-level role. 

The managers infrequent use of the customer orgaQL]DWLRQ·V�ODSWRSV�FRXOG�
be connected with the techno-uncertainty (Tarafdar et al., 2007). From the 
managerial point of view the uncertainty was also connected with the changes in 
WKH�FXVWRPHU�RUJDQL]DWLRQ·V�RSHUDWLQJ�V\VWHPV�DQG�FRQWLQXRXVO\�KDYLQJ�WR�OHDrn 
new ways of using these systems or being prepared to changes in the systems 
when using the other laptop so infrequently. Changes in technologies in use can 
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lead to employee uncertainty in questioning their own skills and fearing of 
getting replaced by more skilled employees (Ayyagari, Grover & Purvis, 2011).  

Password management was seen as difficult both for the high level and low-
level roles, which was not as visible in the findings amongst the mid-level roles. 
Password management could be linked to techno-uncertainty and techno-
complexity (Tarafdar et al., 2007). As both the low- and high-level roles explained 
that they found it difficult to keep all the different passwords in mind and also 
updating them on a frequent basis, this shows that the more systems the 
employees have to operate, the more complex and difficult it becomes to come 
up with secure password combinations to all different systems in use. This could 
result in reusing similar types of passwords which can be seen as a security risk 
(Grawemeyer & Johnson, 2011) for the case company. Uncertainty in password 
management or other information security measures are prone to lead to 
unsecure coping methods. As the findings also showed keeping passwords on 
paper, this could also risk the security of systems if someone would get a hold of 
the passwords. In 2021 data breach costs averaged around 4.24 million USD 
where the most breaches were caused by compromised credentials (IBM, 2021). 
Therefore, data breaches can be costly for companies and should be considered 
when guiding and instructing employees.  

According to previous research techno-uncertainty is related to an 
HPSOR\HH·V�DJH�DQG�ZRUN�H[SHULHQFH��/D�7RUUH��'H�/HRQDUGLV�	�&KLDSSHWWD������; 
Marchiori et al., 2019) and similar findings were made in this research. Based on 
the respondents age and work experience in general, the low-level role 
employees felt more uncertainty in the use of two laptops than the employees 
with more experience. Also, the role perspective showed such indicators as 
employees who have worked in the same role for a longer period seemed to 
experience less stress of the use of two laptops than employees who had been 
working a shorter time. This findings was contradictory to the previous research 
by Marchiori et al. (2019) as in their research the results showed that the more 
experienced the user is, the more stress is infused. In this thesis however the 
findings showed that due to the higher role of the employee, the high-level roles 
managed technostress in a better manner than the employees in the low-level 
roles. 

The infrequent use of the two different laptops showed that the high-level 
role was more prone to experiencing techno-complexity. As the infrequent use of 
the custoPHU�RUJDQL]DWLRQ·V� ODSWRS� OHG�WR�VLWXDWLRQV�ZKHUH� WKH� WHDP�PDQDJHUV�
did not have time to retrieve data from the other laptop due to time limitations 
to prepare for discussions with their subordinates, this caused the managers 
feelings of inadequateness and being unprepared for discussions with their team 
members. Studies have shown that the Crossover effect of managerial well-being 
to their team members can result in a diminished well-being in the subordinates 
as well (Nielsen & Taris, 2019). This important to keep in mind in the case 
company as the high-revel role stress might slowly through time start to impact 
the well-being of the whole organization and the organizational commitment 
(Ragu-Nathan et al., 2008).  
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Techno-complexity was also a result of new employees onboarding in the 
case company as they had to embrace two new laptops and learn how to use all 
the different systems. According to Becker and Huselid (1998) focusing on careful 
hiring of new employees is necessary to reach an RUJDQL]DWLRQ·V operational goals, 
which shows that it is a necessity to consider in the hiring process which 
applicants are chosen. This puts emphasis specifically on the IT skills as the 
results of this thesis shows that working in the multiorganizational work 
environment with two different laptops requires excellent IT management skills. 
This was identified by the employees in all levels, as they explained that they felt 
they were able to use the two laptops due to their skills in handling IT systems 
and devices. 

Despite the complex onboarding process, one of the positive findings were 
that the low-level employees felt that they got used to using two laptops quickly 
after the beginning and after an estimated time of two months, the users who 
used both laptops frequently did not notice specific difficulties with using two 
laptops compared to imaginatively having only one laptop in use. This is 
VXSSRUWHG�E\�SUHYLRXV�UHVHDUFK�DV�DQ�LQGLYLGXDO·V�RZQ�WHFKQLFDO�VNLOOV�LPSURYH�
with using the technology and makes it easier to cope with the used technology 
(Tarafdar, Pullins & Ragu-Nathan, 2015). Regular use of two machines plays a 
significant role in the smooth operation of both laptops therefore contributing to 
previous research about the matter. 

The unawareness of used systems and the purpose of the two devices was 
also a sign of the techno-complexity in the use of two devices. When asked 
whether employees in the mid-level role use both machines to take notes, the two 
first responded no. When discussing further on the matter, both interviewees in 
the role realized they used both devices for notetaking. This led to having 
numerous tasks on two devices, which then again could lead to forgetting tasks 
and finding them later. This could be explained as techno-complexity as the 
complexity of the used devices is not fully comprehensible without further 
analysis of the users themselves. Techno-complexity and the unawareness of this 
in turn can lead to counter-productivity and loss of self-efficacy (Kim & Lee, 2021), 
as the employee is unable to connect performance challenges to the complexity 
of the used devices or systems. 

Techno-invasion was also visible from the findings. Especially for the high- 
and mid-level roles the techno-invasion was more visible as the roles were 
conducting tasks that required for them to work reactively and responding 
quickly to different requests. Due to the use of the overlapping communication 
systems, the constant interruptions and requests caused stress for the mid-level 
employees as they felt they had to be available at all times. For the high-level 
roles this appeared more in the work continuing after office hours. As the role 
required for the team managers to also respond to requests in their free time, this 
showed that the complexity of using two different devices for their work 
sometimes hindered the employees from being able to relax in their free time due 
to being concerned about how other co-workers manage situations where the 
skills might not be as good. Also, working overtime can lead to fatigue, burnout, 
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physical symptoms and several other severe consequences that can impact the 
HPSOR\HH·V ability to work (Beckers et al., 2004). In the long run it might even 
result in diminished job satisfaction and in difficulties in balancing between 
work-life and free time (Hsu et al., 2019). Another consequence of continuous and 
FRPSXOVLYH�WHFKQRORJ\�XVH�LQ�ZRUN�DQG�ZRUN�VSLOOLQJ�RYHU�WR�WKH�LQGLYLGXDO·V�
free time is techno-addiction, which in turn can also lead to fatigue and in a 
diminished job satisfaction (Salanova et al., 2013). Job satisfaction is directly 
related to performance as performance issues can be improved if the job 
satisfaction increases (Böckerman & Ilmakunnas, 2010).  

Although the findings showed that after getting used to working with two 
laptops, the employees did not identify problems with the use of two machines, 
but nevertheless they were aware that it could be challenging for a different 
person. These signs contribute to the eustress part where not all stress is negative 
and as the laptop brought more workspace for employees to use for their tasks, 
it can also be seen as a positive consequence. The theory of technostress 
contributing to innovativeness and eustress is also supported in more recent 
research from Tarafdar et al. (2019), where they explain that techno-eustress can 
be experienced as positively challenging or exciting, resulting in a positive feeling 
amongst employees. For example the challenges in using two different laptops 
and overcoming these challenges could be seen a signs of positive strains of 
working with two laptops as it makes employees feel like they have autonomy 
over their work (ter Hoeven and van Zoonen 2015, as cited in Tarafdar et al., 
2019). Challenges in work might also result in a higher work engagement when 
overcoming challenges (Bakker, Hakanen, Demerouti & Xanthopoulou, 2007).  

Despite the main findings of this research were found to be negative, a 
positive outcome of the research was that the employees had gotten used to 
working with two laptops so that they did not explicitly find the need to switch 
to working with only one laptop. The findings showed that the interviewees also 
took pride in their skills of being able to manage both laptops simultaneously 
and even if it caused them stressful feelings and situations from time to time, they 
IHOW�DV�LI�WKH\�ZHUH�PRUH�VNLOOHG�WR�XVH�,7�WKDQ�RWKHU·V�ZRUNLQJ�LQ�VLPLODU�VHWWLQJV�
with only one laptop. The findings also showed signs that the employees realized 
their value when they had enough skills to operate on two different laptops. 

6.2 Communication challenges and technostress 

Based on previous research the use of communication technology and the 
complexity of these contribute to the experienced technostress (Tarafdar et al., 
2007; Tams et al., 2018; Salo et al., 2019; Shu et al., 2011). Excessive use of 
communication systems has shown signs of addiction (Tarafdar, Maier, Laumer 
& Weitzel, 2020) and extending the work outside office hours (Barley et al., 2011). 

Previous research shows that the use of communication technology has a 
negative impact on employee stress (Lee, Lee & Suh, 2016) which in this thesis 
was even more complex as the communication happened with two different 
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devices. One of the main challenges for this case company was the overlapping 
communication systems of two different organization and how they were used 
by the employees in different roles. The findings showed that the employees had 
difficulties in keeping the information in certain channels and for some roles the 
overlapping communication systems led to interruptions coming from different 
devices unexpectedly. Also, the differences in emphasis of use of the different 
devices caused challenges for the employees regarding where important 
information should be shared.  

Using the communication technologies in a right manner is necessary in 
incident management or other challenges where communication is necessary 
(Adu-Oppong & Agyin-Birikorang, 2014). Each employee of the case company 
had defined their own ways of using communication tools instead of agreeing on 
a common way of using the channels. This reflected in different employees 
experiencing the challenges differently and while one had the peace to work, the 
other experienced stress when they did not know which channels to use to get in 
touch with the co-worker.  

The difference between the high-/mid-level users and low-level users on 
how they used the communication channels led to overlapping communication 
of the same matter through different channels in order to ensure that the message 
would be received. The importance of communication in organizations can be 
seen in increases in job satisfaction, reducing conflicts and helping form 
relationships between communities (Men, 2014). Challenges for successful 
communication can be found in both the sender and the receiver of the message, 
but also a lack of right channels and agreed customs make it more difficult to 
communicate effectively (Lunenburg, 2010). Overcoming communication 
challenges in organizations together has been proven to enhance effectiveness in 
teams (Adu-Oppong & Agyin-Birikorang, 2014) as well as strengthening the 
organizational culture (Keyton, 2017). The findings in this thesis showed that the 
previous research about challenges in communication channels are present in the 
multiorganizational work environment and requires even more focus on 
agreeing on common ways in using the systems. 

Employees interviewed for this research were aware that the number of 
communication channels was illogical, but they also had no means or willingness 
to unify the operating models with co-workers or within the organization. This 
showed signs of habits and difficulties in developing new rules for the 
communication channels. Innovation resistance has been found as a consequence 
of technostress in previous research (Kim & Lee, 2021). This could be 
interpretated as a consequence of technostress in the case company, as 
technostress has been found to hinder innovation (Chandra, Shirish & Srivastava, 
2019). Lack of innovation can impact the job satisfaction and work engagement 
(Bakker et al, 2007) and decrease productivity (Pirkkalainen et al., 2019). How the 
two different laptops were used for communication purposes had continued for 
such a long time, it seemed as if the employees were reluctant to change the way 
they were working. This which could be a result of technostress within the 
employees. 
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Unwillingness to share information may occur when employees feel too 
busy. Due to other more important tasks generating communication rules might 
appear as an inferior task to complete as some felt that they had better things to 
GR�WKDQ�IRFXV�RQ�FRPPXQLFDWLRQ�JXLGHOLQHV�RU�WHDFKLQJ�RWKHU·V�ZD\V�RQ�KRZ�WR�
use the communication devices or the systems in the two different laptops. 
Previous research shows that being busy and competitiveness contribute to the 
unwillingness of knowledge sharing (Connelly, Ford, Turel, Gallupe & Zweig, 
2014). If the situation would to get worse or the employees start to experience too 
much stress due to the use of overlapping communication systems, it might lead 
to counterproductive behavior amongst the employees. This could in turn result 
in a negative impact for the whole organization (Weatherbee, 2010).  

Another sign of unwillingness to share information unrelated to 
communication devices but rather to other systems in use was the unwillingness 
to share knowledge and instructions to using systems so that everyone in the 
organization would know how to use the systems. This was also an important 
finding as the use of two devices could impact the work environment negatively 
as completing tasks takes time and thus employees felt that doing the tasks 
themselves took less time rather than teaching others how to do it themselves. It 
is important to acknowledge that an organization is only as strong as its IT 
capabilities are, if the work revolves strongly around the use of Information and 
Communication Technologies (Bharadwaj, 2000).  

The unwillingness to share information can be a result of distrust in co-
workers (Connelly, Zweig, Webster & Trougakos, 2012) when evaluating is 
teaching new ways of working worth the effort and if the employee trusts the 
other to learn new ways of working. Shared knowledge of the use of IT enhances 
the capabilities of the employees and results in enhanced performance and 
productivity as well so therefore it is necessary to train employees equally in 
comparison to keeping information simply tied to one individual.   

Despite the fact that the average age of the interviewees was 29 years, it did 
not automatically mean that the employees were native in the use of 
FRPPXQLFDWLRQ� WHFKQRORJLHV� DQG� DFFRUGLQJ� WR� SUHYLRXV� UHVHDUFK� LQGLYLGXDOV·�
capabilities in the use of digital technologies in their free time does not 
necessarily mean that the employees enjoy the use or are confident in the use of 
WHFKQRORJLHV�DW�ZRUN��)ULHGO�	�9HUĀLĀ��������� 

Previous research shows that the assimilation gap grows when the 
RUJDQL]DWLRQ·V�VWUDWHJ\�GRHV�QRW�LQFOXGH�GHSOR\ment and improvement of used 
systems (Fichmann & Kemerer, 1999). In order for this case company to 
successfully diminish the impact the use of overlapping communication systems 
has on its employees, the organization would need to invest in trainings or in 
creating new guidelines for the use of communication systems to mitigate some 
of the technostress the employees are now forced to face.  

These findings showed that reducing physical equipment would not reduce 
work-related stress significantly from the user perspective, but rather clarifying 
the communication channels between devices used by different organizations 
would bring benefit to all employees regarding information overflow and 
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communication problems. As technostress is visible in the case organization, it 
FRXOG� KDYH� DQ� LPSDFW� RQ� WKH� ZKROH� RUJDQL]DWLRQ·V� EHKDYLRU� SDWWHUQV� �5DJX-
Nathan, Tarafdar, Ragu-Nathan & Tu, 2008). 

6.3 Teleworking with two laptops 

Research shows that teleworking is prone to triggering technostress in the form 
of work-family conflicts and in inducing behavioral stress (Molino et al 2020; 
Panisoara et al., 2020). As also found in this research, some of the interviewees 
had decided to return to the office work despite of COVID-19 -restrictions as they 
felt that they felt less stressed when working from the office and had the 
possibility to leave the work at the office.  

The third research question was if teleworking somehow impacted the 
technostress regarding the use of two laptops at work. The main findings 
regarding teleworking and combining teleworking with working on premises 
were significant for this research. Only one of the interviewees brought up the 
subject themselves, so it might be, that not all employees consider a difference in 
working at the office or working from home. However, the differences in the 
working conditions with two laptops from home were different for roughly half 
of the interviewees. Only half of the interviewed employees had as many 
monitors, keyboards, and mice accessible at home as in the office Only one of the 
interviewees had as much peripheral equipment at home as they had at the office. 
So even if only one of the interviewees brought up the challenges themselves, 
each employee in this case research had opinions regarding working from home. 

As some of the interviewees also pointed out the physical working 
conditions for working with two laptops were significantly better at the office, 
this could mean that when working with two laptops it is important to at least 
have appropriate equipment to use for the work also at home. Providing every 
employee with proper work equipment both at home and at the office is a costly 
investment for companies (Buomprisco, Ricci, Perri & De Sio, 2021), but might 
still be worth exploring as it often impacts the employee performance if the 
employee does not have access to necessary equipment to complete their tasks 
(Greer & Payne, 2014).  

As this research showed, that for this case organization it was not given that 
all employees had proper workstations at home despite the interviewees stating 
that the difficulties in using two laptops at home caused significant issues for 
them such as performance issues, lack of space and even back pain when having 
to work from creative positions or places at home so that the use of both laptops 
would still be possible. It has been implied in recent research that teleworking 
during the COVID-19 pandemic has increased the importance of work 
ergonomics at home to avoid health risks for the employees (Buomprisco et al., 
2021). 

Working overtime due to the strain of two devices was also visible in the 
two higher level roles as to where the possibility of work continuing after office 
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hours was more probable than for the low-level employees. As the employees 
were working from homes, some with family at home admitted that working 
overtime sometimes conflicted with the family life at home as other distractions 
occurred while working from home. As one interviewee admitted having more 
workspace in the living room for working with two laptops, this sometimes 
interfered with the personal life at home, if they were forced to work overtime. 
Due to the pandemic, the crossover of work- and family time could have an 
impact on employee wellbeing in the long run (Carnevale & Hatak, 2020; 
Andrade & Lousã, 2021).  

What also contributed to the main findings of the research was that 
employees recognized the lack of face-to-face communication due to teleworking. 
This led to employees being unaware of new instructions and changes in 
methods as the information was no longer shared on site but rather in the 
different communication channels on the two laptops. These types of issues have 
been explained in previous research (Workman, 2005) and as the work becomes 
more complex with the use of two laptops, keeping up with the information flow 
RQ�ERWK�RUJDQL]DWLRQ·V�FRPPXQLFDWLRQ�FKDQQHOV�KDG�EHFRPH�PRUH�FKDOOHQJLQJ�
due to teleworking (Taskin & Bridoux, 2010).  

6.4 Mitigation and coping 

Mitigation and coping mechanisms for technostress are important for lessening 
the impact technostress has on employees of different organizations (Galluch et 
al. 2015; Kumar et al., 2013; Salo et al., 2020; Korzynski et al., 2020; Tarafdar et al., 
2020). Different types of mitigation are appraisal of employees (Galluch et al. 2015; 
Kumar et al., 2013; Salo et al., 2020), venting or being able to complain about the 
IT (Salo et al. 2020; Pirkkalainen et al., 2019), curricular activities (Tarafdar et al. 
2020) and IT mindfulness (Ioannou & Papazafeiropoulou, 2017). In addition to 
WKH�NQRZQ�FRSLQJ�PHWKRGV��WKH�PLWLJDWLRQ�LV�DOVR�GHSHQGDQW�RQ�WKH�HPSOR\HH·V�
personalty traits (Korzynski et al., 2020) and ability to handle IT (Maier et al., 
2019). In this research, the findings showed that the employees of the case 
company were aware of their coping methods for experiences of stress caused by 
the use of the two different laptops.  

According to the findings of this research, the employees felt a strong team 
spirit regarding technical difficulties when using two laptops. For all it was a 
significant method for mitigating the impact of malfunctions or issues related to 
the use of two laptops. The employees explained that they were always able to 
get help if they had technical difficulties and this played a big role in the 
mitigation for all employees despite their roles. The importance of giving 
technical support has been acknowledged by previous research as well (Ahmad, 
Amin & Ismail, 2014).  

Also venting to other co-workers about the issues they experienced was 
seen as important to the employees in this case research and this has also been 
found as a coping mechanism towards technostress (Pirkkalainen et al. 2019; 
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Pirkkalainen, Salo, Makkonen & Tarafdar, 2017). With the use of two laptops the 
support was easier to get hold of when teleworking as in situations where the 
other laptop stopped functioning, the employee could get in touch with 
supervisors or other colleagues with the other laptop. The use of two laptops, 
even if it caused the users stress, also helped when they experienced issues with 
the other device. Previous research show that the importance of social support 
during computer freezes plays a big role in avoiding techo-exhaustion and 
performance issues (Weinert, Maier, Laumer and Weitzel, 2021).   

Previous research by Pirkkalainen et al. (2019) show that by combining both 
reactive and proactive coping behavior helps mitigate the impact of technostress. 
In this case research the employees showed signs of proactive coping by getting 
to work early enough in order to ensure that their two laptops were ready to use 
when the shift started. If the employees experienced issues with the laptops, they 
knew which way to turn for help and worked actively to solve the issues in order 
to get both laptops to function properly. Despite sometimes running into time 
constrains when trying to use the two laptops, the employees still felt they were 
responsible of finding ways to work with the two laptops helping them engage 
with their work. Self-efficacy has been shown to enhance work engagement in 
previous research as well (Caesens & Stinglhamber, 2014). The feeling of control 
of WKH�HPSOR\HH·V work in the findings confirmed previous statements in research 
corrct, that enhanced control of work helps mitigate technostress (7DGLþ�9XMĀLþ et 
al., 2017). 

The findings also show that distancing from technology was seen as a 
helpful coping mechanism from the use of two laptops, which has been found in 
previous research as well (Pirkkalainen et al., 2019). For roughly half of the 
interviewees this meant leaving the laptops to the office and being able to get 
distance to the work environment. This was significantly different to the 
employees who varied between teleworking and working from the office. 
Despite distancing being an effective coping method for some employees, it was 
not seen as a necessity by all employees interviewed for this case research, which 
would imply that a personal interpretation and attitude towards IT and ICT is 
present in the multiorganizational work environment. 

For the employee working more from home it was also showed in this 
research that the ability to cope with IT and ICT in the HPSOR\HH·V free time meant 
that their responses were less negative when discussing how working from home 
with two devices impacted them personally. Employees who distinguish 
technology as a part of their everyday life seem to experience less stress by the 
use of different devices (Stich et al., 2017). Others have also explained that 
personality traits such as openness and conscientiousness contribute to how 
technostress impacts an LQGLYLGXDO·V experiences either negatively or positively 
(Srivastava, Chandra & Shirish, 2015). Where the others felt more impacted by 
having the two laptops present at home experienced more stress, the others did 
not mind this as much and continued to combine teleworking with working at 
the office. Some felt that they recognized that the workload spilled over their free 
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time more frequently when working from home but still did not return fully to 
the office after the COVID-19 pandemic as some of the other employees had.  

Having the devices close by in the free time also showed in the discussion 
that for some this meant that they were able to handle requests quickly and 
without having to stress about the request until the next morning. These types of 
manners have also been studied before as some employees feel that responding 
to requests in their free time helps with the mitigation of stress (Stana & 
Nicolajsen, 2021). Despite this meaning that the employees of the case 
organization had to carry both laptops with them, they felt that it brought them 
a sense of peace when both laptops were accessible at any time.  

As the employees of the case organization had all gotten used to working 
with two laptops, the employees had difficulties in even imagining working with 
RQO\�RQH�ODSWRS�DQG�LQ�D�VHWWLQJ�ZKHUH�RQO\�WKH�HPSOR\HU�RUJDQL]DWLRQ·V�V\VWHPV�
would be in use. Typically for outsourced services, the third party operates in 
their own systems to provide IT portfolio management to the customer (Lacity, 
Khan & Willcocks, 2009), but in this case company the case company employees 
were forced to use devices and systems provided by both the employee and 
customer organization resulting in the use of two different laptops.  

As one form of mitigation is using the technologies actively and frequently, 
the frequent use of both laptops proved to be one of the factors contributing to 
successful use of two different laptops (Tarafdar, Pullins & Ragu-Nathan, 2015). 
Also, the experience of working in the company with two laptops for a longer 
period contributed to the mitigation looking at the positive aspects and learning 
new skills due to use of IT. This can also be seen as proactive coping as the gained 
experience helps with the management of IT (Pirkkalainen et al., 2019). Not only 
is the HPSOR\HH·V personality, ability to cope with IT and support important 
coping methods for mitigation (Maier et al., 2019), but also the gained experience 
in using the two laptops frequently enough to help learn the patterns on how to 
operate on both laptops smoothly is important to the mitigation. If the two 
different laptops were used infrequently, this led to software updates making the 
used systems new each time they had to be used and getting unfamiliar with the 
other RUJDQL]DWLRQ·V laptop. This in turn caused frustration if the use of the other 
laptop took more time or the user needed support from others to use the other 
laptop.  

As the employees also discusses about their lack of systems to use to handle 
all of the incoming customer calls, it can be implied that additional training is 
necessary. By improving the trainings and focusing on offering needed training 
to the employees it could contribute to the mitigation of technostress. As the 
discussions showed that the employees were forced to help customers without 
access to all systems needed for the task, this created additional stress to the 
employees as it had an impact on their performance as they felt that they could 
not impact the speed of another HPSOR\HH·V work. Training has been proved to 
be a helpful mitigation tool for coping with technostress (Shadbad & Biros, 2021). 
Previous research shows that training also correlates positively with employee 
commitment to organizations (Ahmad, Amin & Ismail, 2014), which could 
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indicate in a smaller turnover of employees if they experienced that their 
capabilities were enhanced by training. :KHQ�WKH�HPSOR\HH·V�VNLOOV�DUH�LPSURYHG�
by training, it also helps enhance performance and helps with technology self-
efficacy and confidence in use (Tarafdar, Pullins & Ragu-Nathan, 2015). 

6.5 Managerial implications and future research 

Previous research has shown that minimizing email traffic towards employees 
has had a positive effect on employee well-being and mitigated the impact of 
technostress (Valta, Pflügner & Maier, 2021), it would be necessary for the case 
organization to implement guidelines on how to use the different communication 
channels as this could result in a calmer work environment for the employees 
working in high- or mid-level roles. Based on the findings of this research it has 
been shown that the employees are in the need of guidelines on how to use the 
communication systems in a better way.  

What the case company could also consider is investing in proper 
equipment for employees at home or supporting the employees financially to buy 
necessary equipment for homes in order to enhance the performance of 
teleworkers, who do not have proper equipment at home but still want the 
opportunity to telework. Also developing system integrations to the customer 
RUJDQL]DWLRQ·V� ODSWRS� RU� YLFH�versa could help with performance issues, if all 
systems could be used on one laptop. If doing so, the employees would still need 
access to use as many additional screens as now, so investments in necessary 
equipment to connect one laptop to at least three screens would be in place.  

For future research this case company could continue with deepening 
research based on the findings of this case study. To get a more cohesive result 
of research in the case company, the findings and analysis of this research could 
be used to create a questionnaire in order to conduct quantitative research from 
all of the employees to see how well the case study results represent the company 
or how the employees outside of this research respond to indications of 
technostress related to the use of two different laptops. This could help the 
organization to understand what type Of impact the two laptops has on their 
employees and with the help of these findings it could be possible to find ways 
to mitigate the effects of technostress in this case company. 

In addition to only continuing the research among employees working in 
the contact center, future research could also study the differences across 
departments in the case company both in Finland an in other countries. By 
comparing the responses from different departments the case company could 
improve the working conditions with two laptops in different department and 
help improve the performance in different departments. Also notably this could 
be a way of identifying cultural differences if the research would to be expanded 
to other countries as well to see how well other employees with different cultural 
backgrounds find the use of two different laptops in their everyday work and 
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how it contributes to the general experience of technostress globally in the case 
organization.  

The case organization could also benefit from continuing to research how 
teleworking impacts the efficiency of the employees and their performance. As 
this research showed that some had proper equipment to work with two laptops 
from home and others did not, this could be something worth exploring as it 
might have an impact on the overall performance of the employees. Combined 
with this the performance could also be measured by comparing the laptop sizes 
the employees are using and how the laptops differ from each other and how his 
LPSDFWV�WKH�HPSOR\HH·V�DELOLW\�WR�FRQGXFW�WKHLU�WDVNV�  

As this interview was only conducted by a single round of interviews, it 
could be of interest to conduct similar interviews after 5-10 years if the same 
employees were to still be employed in the organization. Would the working 
conditions and tasks still remain the same after 5 years it would be interesting to 
see if the responses would be different from the same employees. In addition to 
interviewing the same employees it could bring up interesting new findings if 
the same research were to be conducted by including new interviewees to see if 
time and operating with two laptops would have changed in the future or if any 
differences in responses could be found.  

Another important and what could be considered a new viewpoint for the 
research is comparing the findings of the interviews conducted during the 
empirical study with the efficiency of each interviewee. This could prove that 
GHSHQGLQJ�RQ�WKH�HPSOR\HH·V�SHUVRQDO�WHFKQRVWUHVV�OHYHO�KRZ�PXFK�GRHV�LW�DIIHFW�
the efficiency at work. Also, a notable aspect would be either the lack of proper 
WUDLQLQJ�DQG�VXSSRUW�RU�WKH�HPSOR\HH·V�SHUVRQDO�TXDOLILFDWLRQV�IRU�WKH�MRE��7KLV�
could however result in a lack of responses as the questionnaire could not be 
conducted anonymously. But by conducting the research un-anonymously it 
would be of more value to the managers and other supporting roles in the 
company. These are all mainly possible research questions and types for the 
future. 

6.6 Limitations 

Based on the findings in previous research, technostress and its appearance in 
different context has already been studied widely. The added complexity of the 
empirical study in this thesis is created by the environment where two different 
IT devices are used every day, and this created an interesting environment for 
conducting the research. Limitations for this research are caused by the nature of 
the organization and the case study form of execution. 

The research results cannot be generalized to the entire staff of the 
organization as the sample group represents only a small fraction of the whole 
organization. Also, the voice of the interviewees does not cover the whole Finish 
department as the representative group consisted of such a small representation 
of the department. In addition, the research results cannot be generalized to 
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people outside of this case organization without further research, as case study 
methods are only applicable directly to the research environment (Malterud, 
2001).  

This research covered only employees in a Finnish department of an 
international organization, so further research across countries and cultures 
would be necessary in order to see if the findings could be generalized to other 
countries as well. Krishan (2017) explains that technostress is influential of 
personality and cultural differences, so interviewing only a focus group of eight 
people from one culture does not give a comprehensive picture of the whole case 
organization across country borders.  

Another limitation to the research is the UHVHDUFKHU·V relation to the 
interviewees. As the interviewees were familiar with the interviewer from before, 
this could have impacted the responses negatively even though openness was 
encouraged. Despite addressing the confidentiality of the interviews and 
encouraging free discussion, it is important to note that this might have caused 
some limitations to the research as the interviewer was familiar with the 
interviewees and the differences in the role positions might have impacted the 
candor of the interviewees. Also the researchers own personal view and interest 
on technostress could have impacted the results and might have resulted in 
different analysis of the findings compared to if someone else would have 
conducted this research. (Smithson, 2000). The findings of this research are thus 
only applicable to this specific thesis. 
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The aim of this thesis was to study closely on how working with two different 
laptops impacts the experiences of technostress within employees in a multi-
organizational work environment. The goal was to understand how employees 
felt using two different laptops in their everyday work contributed to their 
experiences of technostress. The thesis consisted of a literature review and 
empirical research. 

This thesis contributed to the current research by including the aspect of not 
just operating with different systems but with physically two different laptops 
from two different organizations. A similar type of multiorganizational work 
environment has not been included in technostress research to this day so 
therefore this research provided new valuable insight about technostress in a 
new research context.  

The findings of the empirical research showed that employees forced to 
work with two different laptops at work experienced several different stressors 
such as interruptions, overlapping communication systems, difficulties in 
incident management and lack of workspace. The use of two different laptops 
created interruptions for the employees both mid-task and while conducting the 
task having to switch between two laptops. The findings also showed that the 
working conditions when teleworking had an impact on the employee well-being 
and performance if the employee did not have proper work equipment available 
at home to operate with two different laptops. Mitigation and coping methods 
for the employees of the case organization were similar to coping methods 
recognized in previous research of the subject.  

Previous research explained in the literature review of this thesis showed 
that research has so far focused on individuals as well as bigger organizations 
and they have recognized that technostress is not a form of stress that will 
disappear in the future, but its incidence is more likely grow continuously. In 
previous research it has been found that role stress is impacted and increased by 
technostress and that the higher the role is within the company, the higher is the 
level of experienced technostress. To help mitigate the effects of technostress for 
example venting has been found as a good solution as well as the organizational 

7 CONCLUSION 
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support on the individuals work on creating an own strategy to cope with the 
effects of technostress.  

The findings in this thesis showed that the employees face different types 
of stressors contributing to the experienced technostress and that the complexity 
RI� WKH� HPSOR\HH·V� UROH�DOVR�DGGV� WR� WKH�ZD\V� WKH� HPSOR\HH�Hxperiences stress 
caused by the used technology in a multiorganizational work environment. The 
employees working in the higher-level roles had more experience in handling 
stressful situations, which showed that experience gained in the roles helped 
with the mitigation of technostress. This showed that even though previous 
research has identified that as the role complexity increases so does the level of 
technostress, in this research the skills in handling technostress related stressors 
are better as the role level increases. This information could be of value when 
continuing research about technostress and role related stress. 

Both hardware and software related stressors contributed to the buildup of 
technostress amongst the employees interviewed for this thesis. Consistency, 
frequent use and training play a significant role in mitigating the effect of 
technostress when using two laptops. However, the research also showed that 
the use of two devices provided more screen space to employees when 
teleworking if they did not have access to extra screens at home. In addition to 
this, using two laptops helped the low-level role employees differentiate between 
the two different organizations more clearly in comparison to having to use every 
system on just one device. Understandably working with two different laptops 
cause the employees more interruptions and require IT skills to handle both 
laptops, but despite the many negative findings in this research it is also 
noteworthy that using two laptops had some positive consequences for the 
employees. 

The findings of this thesis confirmed the findings of previous studies as the 
employees of the case organization showed symptoms of technostress and also 
identified measures that helped them cope with the strain of having to use two 
laptops. In addition, the findings of this thesis showed signs that the higher 
leveled roles were able to cope with technostress differently than employees in 
lower roles giving new insight on the roles stress research so far. 

The findings of this research are not directly applicable to other contexts 
than this thesis, but the limitations such as the size of the sample group and the 
qualitative research method used for this thesis provide new research 
opportunities in comparing the findings of this thesis to similar work 
environments or even environments, where only one laptop is used. Continuing 
the research in the same case company would also mean that new mitigation and 
coping methods could be identified between the different departments making it 
possible for the organization to enhance the well-being of their employees. 

In conclusion technostress is largely covered in publications and research 
and has been identified as a form of stress from the turn of the millennium. Even 
though the subject is popular and there is already plenty of research, all research 
so far has identified the possibilities this subject offers for conducting further 
research. Due to the versatile nature of stress and technostress and its ties to the 
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surroundings and roles, it is possible to still find new areas of research to support 
the current findings and expand the current views on the subject.  
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APPENDIX 1 INTERVIEW STRUCTURE 

Background information: 
Age 
Overall work experience in years 
Work experience in years in the case company 
Highest form of education 
Job title 
 
Semi structured interview 
Themes: Using two laptops, The workload of two laptops and remote work 
and Mitigation  
 
THEME 1 - Using two laptops 
How often during work do you use you laptops? 
How often do you experience interruptions during your work day because you 
have to switch between two devices? 
How do the interruptions impact your work? 
Do you experience the interruptions as overloading or disturbing? 
 
THEME 2 - The workload of two laptops and remote work 
Do you feel that the number of devices to work with impact the feeling of 
workload? 
Do you feel that working remotely with two devices is more difficult? 
Do you see differences in working with two devices when working remotely or 
at the office? (Can the interviewee tell about the differences by themselves or do 
they initiate the conversation) 
Do you feel that working with two laptops affects your coping with work? In 
what ways? 
Do you notice that the effects of using two devices are reflected in your 
freetime?  
Would working with only one device mitigate the strain of work? 
 
THEME 3 - Mitigation: 
What type of days cause more stress or strain and how do you cope with these 
days? 
What measure do you use to mitigate the possible strain caused by working 
with two laptops? 
What do you do in your spare time to mitigate work stress? 
 
 
Depending on the role and the interviewees answers the questions might differ. 
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