UTILIZING GAMIFICATION IN A VIRTUAL ENVIROMENT - CASE
STUDY IN THE REPUBLIC OF NORTH MACEDONIA

Saso Josimovski, Faculty of Economics — Skopje, saso.josimovski@eccf.ukim.edu.mk
Martin Kiselicki, Integrated Business Faculty, martin.kiselicki@fbe.edu.mk

ABSTRACT

The paper focuses on a specific kind of organizational form called "virtual teams"”, which
through empirical research is defined along with the strengths and weaknesses it brings.,
Internet technologies also allow employees to work from home as part of a virtual team, leading
to significant changes in the way the organization functions. The combination of virtual teams
and working from home ultimately can lead to problems with the motivation of employees,
which are thoroughly analyzed in the paper through the five types of intrinsic.

Primary research is conducted on employees from the Republic of Macedonia, who are part of
a virtual team and work from home. The results demonstrate that there are problems with
motivation, that is, four of the five internal motivators are not met. Through the implementation
of the system of gamification, significant improvements have been noted, i.e., the fulfillment of
four internal motivators fully and one internal motivator partially.
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1. INTRODUCTION

Traditionally, companies operate in one or more physical locations, while with the help of
Internet technologies, this mode of operation evolves through the introduction of virtual teams,
where employees can be in different physical locations. Recent statistics (Society for Human
Resource Management, 2012) show that 66% of multinational corporations utilize virtual
teams, while 85% of employees say they have been part of a virtual team at a given time (RW3
CultureWizard, 2016). The paper focuses on the problems faced by virtual teams as an
organizational model and ways to solve them through the implementation of a gamification
system.

Empirical research is carried out through secondary data, obtained through a detailed overview
of available literature from the theoretical aspect of virtual teams and gamification, as well as
analysis of data and statistics from previously conducted research in these areas. Primary
research is collected through a questionnaire conducted on the territory of the Republic of
Macedonia. The questionnaire contains a combination of closed and open questions. The
questionnaire is then subject to a quantitative and qualitative analysis of the obtained data.

2. LITERATURE REVIEW

Virtual collaboration is defined by Peters and Manz (2007) as a process supported by
technology development, which allows employees to collaborate across different disciplines,
functions, geographical position and organizations. Virtual teams include employees located
in more than one location (Cascio and Shurygailo, 2003), a feature which specifies that Internet
technologies must be utilized for coordination (Anderson, 2007). Virtual teams give firms the
flexibility to hire skilled staff regardless of their geographical location, while employees
themselves often get the chance to work from home. Recent statistics (Gallup, 2016) show that
43% of US employees reported working from home, an increase of 39% in an identical survey
conducted in 2012. Part of the benefits of functioning in a virtual team include (Ebrahim et al.,
2009):

1. Reduce location costs and transportation costs

2. Employment of the most qualified workers, regardless of location

3. Greater freedom for employees in the way of doing things

4. Self-assessment of the performance and accordingly, potential higher performance by
the employees

5. Higher level of satisfaction by employees

Besides the advantages that look promising to combine virtual teams and working from home,
there are several disadvantages that make it difficult to apply this organizational model:

1. Lack of physical interaction - Employees in virtual teams, especially those working
from home, complain about the lack of contact with other individuals (Cascio, 2000).
The virtual way of communicating only partially replaces physical contact, and has
often proved to be unsustainable in the long run. The problem is increasing when
members of the virtual team will not get acquainted before they start working together

2. Complete formalization of the organizational structure - this challenge refers to the
way employees are managed (Lurey and Raisinghani, 2001). Virtual teams need to have



a number of methods for determining the actual performance of each employee, but
also strict rules and channels for the communication of employees in order to maintain
the organizational culture and reduce possible conflicts which would appear.

3. Personal and cultural differences - When it comes to organizational culture, it is easy
for employees to accept and adapt when they are in a physical location, where the
existing culture is manifested and visible to everyone (Ocker and Fjermestad, 2008) .
Virtual teams isolate employees at different locations so that their personal values and
culture are always more pronounced than the organizational culture.

4. Lack of contact with the management team - motivation of employees is a key aspect
of the organization's functioning (Ebrahim et al., 2009). The management team usually
has physical contact with the employee only once before starting work, and in certain
cases (when it comes to employees from different countries) there is no preliminary
contact at all. The digital way of communication has most often proven to be
insufficient in motivating employees.

Gamification is defined as the use of elements of video games and a way of thinking in an
environment that has no connection with video games (Detering et al., 2011); a phenomenon
of developing experiences similar to video games (Hamari et al., 2014) or a process of
approximation of activities to concepts similar to video games (Werbach, 2014). The pyramid
of gamification that contains concepts, mechanisms and elements that influence the motivation
of employees to more effectively perform their tasks (Van Der Boer, 2011). The process of
effective gamification enables employees to get a sense of satisfaction by performing the
activity/task itself, a design that is present in video games (Kappen and Nacke, 2013).
Employee motivation (Ryan and Deci, 2000) can be intrinsic (activities that are performed
because they are interested) or extrinsic (under the influence of external force). Intrinsic
motivation is more difficult to achieve than extrinsic, but it is stronger and longer-lasting. There
are 5 specific intrinsic motivators (Kiselicki et al., 2018), which we analyze from the aspect of
the degree of fulfillment of the organizational structure with virtual teams and working from
home:

1. Autonomy - Employees have control over time and the way they perform the
activities. Through the implementation of virtual teams, employees are given full
freedom to manage their time and activities, thus fulfilling this internal motivator

2. Skills - Improving knowledge and skills make it easier for employees to work and
give them the opportunity to do activities for which they have not previously been
able. From the point of view of virtual teams, knowledge sharing is limited, while
the improvement of their skills depends entirely on the individual, making this
internal motivator unfulfilled.

3. Goal - Every employee wants to feel as part of the company and contribute to its
success. Through virtual teams and working from home, the employee is isolated
from the rest of the company, so his perception can not be easily monitored. This
internal motivator is not fulfilled.

4. Progress - Employees want to see progress and to know they are moving towards
the goal. In virtual teams, as elaborated earlier, the way of communication with
employees depends entirely on the platform being used. However, the sense of
progress is most often coming from the management team, which without automated
feedback implemented in the platform itself, is difficult to be consistent. Therefore,
this internal motivator is not fulfilled.

5. Social interaction - Ultimately, employees want to be in physical contact with other
individuals and interact with them on a daily basis. Through virtual teams, physical
interaction is reduced to a minimum, while contacts with other employees are made



solely for activities related to the task being performed. This internet motivator is
not fulfilled.

3. RESEARCH

To investigate the impact of gamification systems on the management of virtual teams, a semi-
structured questionnaire in a digital form consisting of 10 questions, 7 of which are of closed
type and 3 are of an open type, is implemented. Respondents are part of a deliberate sample,
they can only take part in the questionnaire if they meet three conditions:

1. Full-time employees
2. Work in a virtual team
3. Work from home

Since the sample was intended, after an appropriate respondent was selected, he was
encouraged to send it to colleagues who met the stated conditions. The questionnaire was
conducted in the period from 15.11.2018 until 15.12.2018 through the Google Drive platform.
A total of 40 respondents responded to the questionnaire, of which 80% work in a virtual team
(32 respondents) and 47.5% (19 respondents) work in a virtual team and home, that is, meet all
the conditions set by the questionnaire. From the aspect of industry, all valid respondents are
part of companies from the IT industry (100%).

Graph 1. Problems arising from working in virtual teams from home

Lack of regular feedback 53%
Feeling of isolation 63%
Motivational problems 79%
Work not visible for management 21%
Time management problems 15,80%
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Source: Own research

Graph 1 demonstrates that the biggest problem faced by employees is lack of motivation
to perform activities (79%), feeling of isolation (63%) and lack of timely feedback (53%). From
the aspect of the process of implementation of the gamification, the majority of the respondents
stated that their virtual team included ranking lists, virtual gifts, virtual avatars, gaining
experience and achieving new levels and rewards, as well as changing the way tasks are
delegated in order to make the narrative more fun. The next question shows us that a high
degree of respondents (95%) received training before and during the implementation of the
gamification system.



Graph 2. Benefits of implementing a gamification system
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As shown in Graph 2, the biggest improvement with the implementation of the
gamification system was noted in the motivation with an average score of 4.05 (of a maximum
of 5), then in the increase in the entertainment while performing the work activities with 3.63,
regular feedback from management with 3.42 and a sense of fulfillment at the workplace with
2.87. The lowest level of improvement was observed in terms of increasing the cooperation in
the virtual team with an average score of 2.

4. DISCUSSION AND CONCLUSIONS

Based on the research, we can look at the extent to which the five internal motivators
can be fulfilled through the implementation of a system of gamification:

1.

Autonomy - when it comes to virtual teams and employees at home, this internal
motivator is fully fulfilled and there is no degree of improvement in the
implementation of the gamification system.

Skills - as an internal motivator was not fully met in virtual teams and work from
home, because the individual is left to work on their own improvement. This is
evident in our research, where 79% of the respondents say that they lack the
motivation to carry out the activities. In the gamification system there are methods
for encouraging employees to improve their skills, such as virtual awards and
ranking lists. Companies that have implemented gamification have seen
improvement in motivation with an average score of 4.05. It can be concluded that
through gamification of virtual team's this internal motivator can be fully fulfilled.

Aim - the feeling of isolation represents a big problem when connecting with the
goals of the company by the employees in virtual teams, thus the internal motivator
is not fulfilled. From this aspect, the system of gamification offers a limited degree
of improvement, that is, usually through the transformation of the narrative of the
work tasks in order to make them more entertaining, and thus easier to connect with
the employees. In our research in the implementation of the gamification systems,
work becomes more fun with an average score of 3.63, but this is only partially met
by this internal motivator, since it is not specifically related to the goals and strategy
of the company.

Progress - The research shows that more than half (53%) of respondents feel that
there is lack of regular feedback from management, thereby reducing the sense of
progress. Through the implementation of the gamification system, it can be seen that



through the virtual acquisition of experience and the upward movement through new
levels, the employees receive a graphic representation of their skills increase, that
is, the respondents agree that they lead to timely feedback with an average score of
3, 42. Through a digital representation of their character in the form of a digital
avatar, employees can clearly see their level of knowledge and skills at any moment
and how they have improved in the past through the acquisition of new levels and
experience. Therefore, this internal motivator in the virtual teams can be fully
fulfilled.

5. Social interaction - One of the biggest problems in managing virtual teams and
employees from home is the feeling of isolation, which is present in 63% of
respondents. The lack of physical contact could compensate for increased virtual
connectivity with other employees, although in practice respondents agree that this
collaboration among them is at least improved by implementing a gamification
system with an average score of 2. This is an indicator that gamification can not
fully replaces physical with virtual interaction, making this internal motivator only
partially fulfilled.

Before the implementation of the gamification system, the combination of virtual teams
and working from home fulfilled only 1 intrinsic motivator, while the remaining 4 intrinsic
motivators were not met. Primary research demonstrates that gamification can significantly
improve the performance of intrinsic motivators, that is, by implementing this system, it will
lead to the full implementation of 3 intrinsic motivators and the partial fulfillment of 2 intrinsic
motivators. It should be noted that the gamification system is not a universal solution for all
teams, because the conducted research was limited to a small number of participants, all of
which were part of software companies. The research could be expanded through a case study
and an analysis of existing gamification systems in order to assess the impact of the
mechanisms and elements on the internal motivators of the employees.



ABSTRACT

Tpyoom ce poxycupa na cneyuguuen 6ud Ha opeaHu3ayUCKa hopma Hapeuena ,, BUpmyenu
MUMO8U *“, Koja NpeKy eMRUpUcKo UCmpaxicysarbe e 0eUHUPAaHa 3ae0HO CO C8oume
npeonocmu u ciabocmu. Mnmepnem-mexunonosuume um 0803MO04Cy8aam Ha 6pabomeHume
oa pabomam 00 0oma, Kako 0ell 00 UPMYyeleH Mum, Wmo 006e0y8a 00 3HAUAJHU NPOMEHU 80
HAuYUHOM Ha pyHKYUOHUparbe Ha opeanuzayujama. Kombunayujama na eupmyennu mumosu
u pabomerbemo 00 00Ma HA Kpajom modice 0a 008ede 00 npobemu co MOMuUBAyUjama Ha
8pabomenume, KOU MeMEIHO ce AHATUUPAAm 60 Mpyoom npeKy nemme munda Ha
BHAMPEUWHU MOMUBANOPU.

Ipumapromo ucmpasicysarve ce cnposedysa Ha epabomernu 00 Penyonuka Cesepna
Maxeoonuja, kou ce den 00 supmyenen mum u pabomam o0 ooma. Pezyimamume
noKaoicy8aam oeka nocmojam npoonemu co MOMusayujama, 0OHOCHO Yemupu 00 nemme
BHAMPEWHU MOMUBAMOPU He ce ucnoanemu. Ilpeky umniemenmayuja Ha cucmemom 3a
eejmuurayuja, 3abenexcanu ce 3SHaYUMenIHu NOO0OPYBArbA, M.e. UCHOIHY8ARE HA Yemupu
BHAMPEUWHU MOMUBANOPU YETIOCHO U e0eH BHAMPeUeH MOMUBAMOP OeYMHO.

Kiyunu 300poBH: BUPTYyelIHU TUMOBH, TejMuduKanuja, npeaHoctu, Cesepua Makenonuja

JEJI xnacudmkanuja: M52, M54
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ANNEX 1 - QUESTIONNAIRE FOR GAMIFICATION
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