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Abstract. In 2020, the entire world was confronted with a pandemic that would
inevitably cause profound changes in all spheres of life, from social to economic.
The severe economic crisis that followed the pandemic outbreak has compelled
organisations to reconsider the necessary changes and new challenges for ensuring
continuity and performance. Researchers have produced a body of knowledge
discussing the challenges faced by organisations due to the Pandemic; the trends
and innovations emerged to ensure sustainability in this unprecedented situation.
However, there are limited studies providing insights into the Malaysian context.
Hence, this paper presents a case studyof aMalaysian government agency, drawing
insights on their approaches for sustaining performance whilst navigating the
Covid-19 Pandemic. This agency was chosen because it is one of the government
departments mentioned in the frontline category and must continue functioning
during the pandemic. Due to limitations and restrictions during the lockdown, the
case study was done by collecting information verbally, which was done entirely
through tele-conversation. Respondents were chosen based on the hierarchy and
ranking, as job duties differ according to rank. According to the study, employees
are more motivated to achieve, be recognised, take responsibility, and grow. We
found that re-designing the existing jobs into job enrichment and job simplification
would help the agency unit to run more smoothly during pandemic. Decision-
making can be improved by involvingmore people, as each person brings a distinct
perspective to the table. A performancemanagement system should be established
to track remote workers’ performance.
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1 Introduction

In December 2019, a total of 41 cases of pneumonia of unknown etiology were first
detected in Wuhan, the capital of Hubei Province in the People’s Republic of China.
On 11 February 2020, the World Health Organization (WHO) named the pneumonia
outbreak ‘coronavirus disease 19’ or abbreviated as COVID-19. On 23 January 2020,
the Government of China imposed a total lockdown in Wuhan and other neighbouring
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cities to quarantine due to the COVID-19 outbreak. WHO declared the outbreak a pub-
lic health emergency with international concern on 30th January 2020. The COVID-19
virus continued to spread by 11th March 2020, and WHO declared it a pandemic. As
the pandemic spread, many states enacted laws requiring the people to “social distance”
and to “stay home” [1]. These regulations caused numerous business issues, including
decreased demand, supply chain interruptions, and even disruptions [2, 3]. Also, the
problems caused by these rules and policies have harmed many industries [4]. Tourism
is the first severely impacted sector [5, 6]. These huge implications have influenced
spending patterns and consumer mood. Most of the customers’ emotional health was
negatively impacted [7]. People reacted to restrictions by panic buying and turning to
online transactions [8]. Technological advances have helped businesses begin or com-
plete their digital transformation [9]. Technology has always been instrumental in deliv-
ering desired performance for the medical, educational, commercial, and administrative
sectors [10–12].

The pandemic has resulted in enormous changes worldwide, most notably in man-
agement, ranging from formulating new company dynamics and strategies to consumer
analysis and marketing [13]. Globalisation and market demands have posed new chal-
lenges to micro, small, and medium-sized businesses [14]. As a result, COVID-19 has
enabled scholars worldwide to closely monitor and assess the numerous changes affect-
ing businesses and management, resulting in a rapid explosion of literature [11, 15].
Due to the dynamic and unprecedented nature of the Covid-19 Pandemic as well as the
impacts. Researchers have been quick to study and analyse the various aspects of the
situation and how the world reacts.

A literature reviewwas conducted to find parallels and discrepancies with the current
body of knowledge. Using a logical and repeatable approach to the literature review, 49
publications focused on the COVID19 topic in the business sector were identified (the
authors studied the literature published from 1 January 2020 to 10th December 2021).
Specifically, the search focused on papers discussing “trends, challenges, and innovation
during the pandemic.”

The goal of this study is not to determine the impact of Covid-19 but rather to dis-
cover how organisational management changed during the pandemic, the innovations
produced, and the challenges faced. Rather than focusing on a single aspect of COVID-
19 management, this study examines the entire management system (in this case, trends,
challenges and innovations). The systematic review of the literature provides contem-
porary perspectives on the topic and the basis for reflection. Next, the case study on
the government agency provides a specific example of how a particular organisation in
Malaysia tackled the situation. This will allow for discussions and recommendations for
practice as well as research.

2 Literature Review

The underlying message of a silent performance management system is that the top
management team and other managers are unaware of what to do or what they want
employees to do. Additionally, managers cannot provide sound and relevant feedback
to employees to help them develop their performance in the future without performance
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measures. Besides that, missing performance measures for an extended period puts busi-
nesses in a vulnerable legal situation. Many firms face the critical situation of laying
off some employees during times of crisis, and performance is a significant factor in
determining which individuals will go first. Without tracking evaluation results, choices
may be discretionary, and businesses may face litigation from former employees [16].
Employee engagement is another heavily debated topic in all research papers. Higher
isolation that occurs during the pandemic does have a negative correlation to employee
engagement. And appropriate measurements are needed to identify such behaviour and
effectively address it. Many businesses shuttered as workers were urged to work from
home, schools closed, and conferences were postponed or relocated online. These indus-
tries now rely heavily on wired and wireless communication networks to function. As
a result, more people use online learning platforms like Zoom, Microsoft Teams, and
Canvas and social media platforms like Facebook, Twitter, and WhatsApp. The use
of multimedia services like online gaming, Netflix, YouTube, etc., has also increased
to keep people engaged throughout the lockdown period in several countries [17]. The
mobility restriction policies in many nations to minimise the spread of the infection have
compelled many workers and students to stay at home, shifting regular school, hospital,
and industry activities online. The stay-at-home strategy also causes a dramatic change
in transportation demand from city centres to residential areas. Existing networks were
not built to handle this traffic volume or the unexpected shift in demand patterns they are
experiencing. Furthermore, with traffic demand shifting to residential areas, city cen-
tres’ base stations (BSs) are underutilised, resulting in energy waste. Decreased access
by maintenance staff to BS cell locations to restore regular operation in the event of cell
or service failure due to movement restrictions [18].

Human resource management is the most challenging area that has changed dra-
matically due to the epidemic. This segment accomplished a complete 180-degree flip
in personnel performance, hiring, recruitment procedure, and training terms of perfor-
mance. Due to pandemic restrictions and standard operating procedures, the company
is obliged to alter its manner of operation away from the office and toward working
from home or teleworking. Many organisations have transitioned their business model
into emerging digital technology, such as video conferencing, zoom, Google Meet, and
cloud computing. Flexible work arrangements are the ideal option for businesses that
want to continue operating with the help of digital technologies [16]. Throughout the
pandemic, flexible work arrangements have brought some benefits, as several studies
have identified positive benefits for both employee and employer in terms of flexibility,
performance, and efficiency gains [19].

Another field of human resource management where been tested andmade a genuine
amateur shift seems to be in training and development. Restriction to work in the office
space made the training for the last two years focus on training the personnel to perform
as before the pandemic. Training on deciding teams to calibrate, methods to measure
employees’ productivity while working from home, and elements of redirecting the
organisation virtual is some training agendas. Another clear paradigm shift has occurred
in performance measurement due to the pandemic’s dysconnectivity between employee
and employer. Many training sessions were primarily intended to familiarise personnel
with the IT systemand tools used at the start of the pandemic.Digital tools arewidely used
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for meetings, presentations, and video conferencing during the time. On the other hand,
managers received additional training on motivating their teams, measuring employee
performance digitally, and building virtual relationships. To ensure they do not fall
behind, they have developed training andmore direction around communications, norms,
and scheduling to keep the work running smoothly and regularly [20].

Overall, seven trends have been identified by combining all the related articles;

• The role of middle management is decreasing.
• Team members are chosen based on the progress of the project.
• Women are taking on more leadership roles in the workplace, particularly at the top
management.

• The importance of subcontracting
• A rise in the number of persons working from home.
• Learning is a never-ending process.
• The most precious item would be information.

Work from home and virtual meetings are likely to continue less frequently than
during the pandemic. Many employees today agree with this approach. A 2020 Har-
vard Business Review study on how workers might become more productive found that
workers are moreproductive during a lockdown. Employees should focus better and own
their tasks.

However, issues like teammanagement and connection building are presented. Some
were concerned about job advancement - confinement discourages aggressive explo-
ration and personal contemplation. So, the hybrid working paradigm was born, allowing
people to work remotely some days and on-site other days. Organisations are trying to
build up remote access for employees when countries go into lockdown due to COVID-
19. It also highlights the extent of internal technology that firms have implemented.
Where technology is readily available, incorporating new habits and management prac-
tices for employees to adapt and work in partnership with technology is the biggest
obstacle. At the same time, organisations struggle to maximise employee potential while
keeping them motivated and [21] In addition to enhancing and complementing work,
technology does not replace the human touch required by some sectors and positions.
Consider how medical, education and even door-to-door delivery have benefited from
technology. Today’s technology not only replaces administrative and tedious tasks but
also facilitates workplace cooperation. [22].

Since human resource management has had to deal with diverse functions through-
out the pandemic, a few publications and journals have emphasised the importance
of making changes in HRM. Because of the current state of things, Human Resource
Management has addressed the transformation in hiring, placement, and training. As
a result, researchers identified specific innovation platforms that might assist organisa-
tions in overcoming challenges. The digitally observed score is one of the innovations in
measuring employee performance. According to the author, PPS stands for performance
promoter score (PPS) (PPS). This scoring system aids in getting employee and manager
feedback from other members to obtain a performance rating. Since this Innovation is
based on virtual and isolated work activity, it is advised to reduce manual observation
and produce summary statistics for individuals, workgroups, and even units. It gathers
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information from various internal and external sources, including employees, supervi-
sors, partners, vendors, and customers. This PPS system can also absorb comments and
foster conversation about performance [23].

In terms of training, the author suggests that integrated corporate training will vir-
tually improve performance. As a result, this author believes that such a scheme will
benefit the unemployed in the post-Covid future. During a pandemic, digitisation in
HRM is essential, resulting in different effects for different firms. The majority of hiring
recruitment application processes and training are conducted electronically. With the
use of technological instruments, the hiring by ZOOM and Google meet came together.
Submitting tests and feedback on HRM is considerably simpler and paperless. Extensive
data management is one of the most popular courses [24].

3 Methodology

This section discusses the methods and procedures used in the study. The study was
designed to investigate and illustrate how an organisation in Malaysia navigated the
COVID-19 Pandemic. This was achieved via a case study of a government agency
located in the vicinity of the nation’s capital.

Specifically, this paper adopts a case study methodology and structured interview
questions as the research instrument. The case study methodology used can be traced
back to the early 1900s when it was popularly used by the Department of Sociology,
University of Chicago. [25] and [26] stated that a case study is done by giving special
attention to completeness in observation, reconstruction and analysis of the cases under
investigation. A case study is done in a way that incorporates the views of the ‘actors’
in the case under study. Furthermore, a case study is a research strategy used when
attempting to understand complex organisation problems; in essence, allowing one to
focus on something which is sufficiently manageable and can be understood in all its
complexity. [27] also proposes that the case study method helps describe a phenomenon
in its context and explore an issue or a question [28].

The research used several data sources and data collection techniques, namely, inter-
views as well as observations. The respondents were picked based on their job responsi-
bilities and ability to make changes. Without taking into account the clerical level, this
agency’s ranking is divided into three groups from which respondents can choose: top,
medium, and bottom. Despite this, only two from each hierarchy have volunteered to
be interviewed: two for each level and one for the clerical level. As the entire unit com-
municated via WhatsApp and Google meet during the lockdown, the respondent had to
share it verbally during the tele call. As this case study involves a government agency, the
agency and respondent names cannot be disclosed due to confidentiality requirements.
This is consistent with [29]. The research reached out to employees at different levels
to attain a holistic view. The following section provides the case narrative and findings.
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4 Findings and Discussions

The findings are presented in the case narrative below.

4.1 A Malaysian Case Study

The chosen government agency performs a significant number of audit tasks State-level
middle managers are in charge of analysing audit results to determine the root cause of
noncompliance. First-level management audit officers and their subordinates are respon-
sible for conducting investigative audits on entities that have committed fraud and taking
appropriate legal action. They must also undertake specific audits or raids to respond
to complaints or information. The Intelligence unit usually conducts research before
designating organisations to be audited by this agency. The audit procedure is essential
to collect all necessary papers and documentation. The headquarters is vital in main-
taining all processes and rules are followed consistently across the country and within
states. Headquarters’ top management monitors and coordinates state audit operations
and assess audit procedures’ effectiveness. They also analyse and evaluate audit proce-
dures. In addition, they are amending the rules and regulations that govern the Attorney
General Division. Completed audit files have been transferred to the highest level of the
organisation in preparation for court.

Two systems for processing audit and refunds, which was this agency’s heart, are
only accessible via the office server. Auditors and middle managers must use this system
to report file progress and movement to headquarters. Middle managers usually report to
clerical staff. Themanager noticed an increase in employee stress symptoms. Among the
symptoms employees have reported are agitation and missing team or Google meetings.
Their productivity has plummeted, and they are all developing sleep disorders. Despite
their long tenure, the department’s first-levelmanagers’ commitment and communication
with the rest of the staff had declined by mid-June.

The division’s overall function was reduced by 10% during the first lockdown. A
first-level manager with four subordinates says the pandemic slowed the organisation
down due to a lack of technical support and teleworking tools. Because the audit system
is dependent on two central systems which allow the personnel to share files. During a
brainstorming session, middle managers noticed that many auditors lack focus due to
general household distractions. Management tried to deflect attention from the crisis.
Since there was no babysitter and schools were closed, the situation has deteriorated.
Aside from that, three staff members had been infected with covid 19 and could not
contribute. Beneath pressure from both the internal and external environments, changes
were made as soon as possible.

While most employees were concerned about the significant changes made by top
management, the entire country was undergoing radical change. Telework was initially
a problem in this division due to a lack of standard operating procedures (SOP) and
digital innovation. The division used minimal digital tools or software to improve audit
efficiency and effectiveness. The decision to work remotely disrupted the auditor’s pre-
vious day of flipping through all hardcopy reports, sitting in the discussion room with
colleagues, and manually going over each document. Officers were required to enter the
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office to retrieve missing information due to a severe document loss during file move-
ment. Usage of mail and electronic media is also restricted due to legal restrictions on
document copying and preservation.

The first lockdown caught everyone off guard due to the short notice. For the first
two months, top management at headquarters has given the unit-level top managers the
authority to stop/pause the operation and observe. This division has stayed constant
during the pandemic, opting for a wait-and-see approach. They reassured their subor-
dinates that the temporary slowdown would not impact their performance or any of
the key performance indicators (KPI). However, no acceptable performance monitoring
mechanism was used, and they were evaluated equally, which made a few employees
upset. Tensions mount when the lockdown is extended, and a cure for the Covid19 virus
is yet to be discovered. That the mark beginning of the top-down-approved transfer of
authority from top managers in headquarters to the top and intermediate managers at
unit levels. State-level units can create and implement their strategic plans to ensure the
target moves in the right direction.

According to the unit’s head, three existing performance measures are no longer
applicable or feasible to meet once epidemics have been eradicated. Managers empha-
sised each employee’s enormous responsibilities, such as collecting $5 million and clos-
ing four files every month, which were out of reach owing to the pandemic’s restrictions.
The number of files to be evaluated by internal audit and the number of training ses-
sions offered by the first-level manager were excluded. Rather than reporting daily duties
through the agency system and submitting reportsmanually toHeadquarters, the division
head has minimised paperwork by sending weekly reports through email to one officer
who reports to Headquarters on a rotational basis. The relevant officer can access the
system during their cycle to work from the office so the entire department can report. To
minimise the backlog of reports and correspondence with the company and others, the
supporting staff has also been directed to work from the office on a rotational basis. The
assistant head of the unit, on the other hand, has conducted an evaluation of the existing
officers’ abilities as well as the available resources. In addition to allocating the tools
in an appropriate manner, she has requested additional resources such as hard copies of
the acts involved and laptop computers. In an attempt for this planning to be success-
ful, she obtains feedback on the subordinates’ progress from first-level managers. Since
the department’s involvement in the core task was previously limited to technology, the
challenges in embracing technology in terms of coordinating online audits have been
costly and hard to overcome. Conversation via mobile with a middle manager responsi-
ble for at least teams during the pandemic, she shared her insight and understanding into
dealing with the shifts in team members’ attitudes and behaviours. She discovered that
the majority of her team members found it frustrating and mentally exhausting to stick
to the schedule and complete progress reports on a weekly basis. As a result, she decided
to give up some of her. Autonomy, shifting her role from monitoring to facilitation. The
manager understands that the team members require a leader who can adapt to changing
circumstances. They also recognise the importance of remaining as adaptable as possible
as long as the primary goal is met. The transition from a formal, conservative leader to
a leader capable of negotiating and beginning to educate team members was difficult
initially. Still, the connection has grown significantly and has established more room
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for discussion and problem-solving sessions. This approach was beneficial in reducing
miscommunications and gaining some level of dedication from teammates.

Since the pandemic and virus impacted the staff’s mental and attention spans, senior
managers convened brainstorming meetings with first-level managers to collect actual
departmental performance data. Since the pandemic and the virus have affected the
mental and attention of the staff, top managers have done a few brainstorming sessions
with the first-level managers to collect the entire department’s actual performance to
measure the achievement scale.

• Out of 15 middle-rank officers,6 of them is only able submit five files from January
to June.

• ten officers have not reached the 2.5 million targets, which prorates from 5 million
targets per year.

• 11 Officers facing difficulty working from home due to the pandemic since they have
voiced their condition to take the kids as no day-care or babysitter.

• five officers have no internet facilities or work equipment.
• The three new contract staff who just report duty a week before lockdown has no idea
about their job and tools.

Certain officers have fallen significantly behind schedule, and something must be
done to bring them back on track. The intention was to involve the auditor in most
of the discussion. Certain auditors can investigate precedent cases with the assistance
of clerical staff in order to gain a better understanding. Due to documentation being
separated among the team members, auditors are unable to match the findings, making
teleworking difficult. They agreed that they couldn’t do anything during the movement
control order, which caused the files to be significantly delayed. As a result, managers
could not assist their staff in boosting their levels of commitment. According to the
respondent, workplace interactions are more productive and inspiring.

4.2 Discussions

Employees are most motivated by chance to succeed, be recognised, take responsibility,
and grow. The simple solution to the auditor’s problem is to redesign the job. The best job
redesigns for this company are job enrichment and job simplification. Enriching a job
means giving it more autonomy in planning, decision-making, and control. Job enrich-
ment entails increasing duties to make a job more rewarding. An enriched job is one that
offers excitement, challenge, and creativity [30]. To simplify a job, divide it into smaller
parts, usually composed of simple tasks. These sub-jobs are then assigned to employees.
This method allows employees to perform these tasks without specialised knowledge.
Brainstorming is a popular technique in group decision-making to generate as many
solutions or options as possible. Managers’ dissatisfaction was discovered during brain-
storming. More sessions without the auditor didn’t help either. Including more people
in decision-making is beneficial because each person brings unique knowledge and per-
spectives to the group. Having more people involved often leads to more options and
intellectual stimulation as the group discusses the options. These factors can help groups
make better decisions. Furthermore, involving those affected by a decision allows for a
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better understanding of the issues or problems and a more substantial commitment to the
solutions [31]. A performance management system should be implemented to monitor
remote workers’ performance. Managing by objectives (MBO) is one option. Because
they helped set the goals rather than having them imposed on them, employees are highly
motivated. Their involvement in decision-making helps them achieve higher-level needs
for accomplishment, achievement, recognition, and self-worth. As this division has no
competitors, it is best to evaluate and motivate them through results [32, 33]. Because
training is essential for development, most private sector training during pandemics or
even now as they transition to endemics emphasises technology and digital innovation.
Working tools like Google Meet, Google Drive, Zoom, and submitting tasks digitally
benefit staff in other sectors [34]. The author believes leaders and managers need to be
trained in emotional intelligence (EI). Understanding andmanaging one’s own emotions,
as well as others, is emotional intelligence. Building relationships, reducing stress and
resolving conflicts increase job satisfaction. Finally, high EI can boost team productivity
and employee motivation [35, 36].

5 Conclusions

The literature review for this study explores works discussing the COVID-19 Pandemic
and its impact on organisational management. Researchers highlighted how it affects
or spreads across many different areas of the management field. At the same time, the
in-depth study and analysis of the papers make it possible to see how the topics analysed
could be linked and how they could be thought of together. The analysis shows how the
pandemic makes organisations think outside the box and overcome the resistance they
had toward digitalisation.

From the case study, this division has gone through a pandemic with minimal
improvement and changes due to unavoidable factors such as complex organisational
structure, limited resources, limited decision-making autonomy, and inexperience. How-
ever, there appears to be a gap in understanding between the top management, field
officers such as the state auditors, and the middle managers. The division managers
attempted to make changes within their power. This underlines the importance of being
a flexible or agile organization, especially during challenging times due to the Pandemic.
Creativity, resourcefulness and agility amongst the team are needed to make the work
process more efficient and effective. As the world continues to adapt and COVID- 19
is seen as endemic, the lessons learned thus far are important references for moving
forward.
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