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Abstract

The hybrid work model, which integrates remote and on-site work practices, has become a
standard in many IT implementation companies, particularly in the wake of the COVID-19 pan-
demic. This paper examines how such a model influences the functioning of the project man-
agement system within these organizations. Developed over the years within individual ERP
implementation companies, the project management system had to be adapted to the new oper-
ational reality. The study is based on a case analysis of the ERP implementation company ERP
Serwis Sp. z o.o. Sp. k., covering 70 projects carried out between 2013 and 2025, implemented
using both traditional and hybrid models. The research methods included employee surveys and
an analysis of data from internal systems. The findings offer practical insights that can support
implementation firms in optimizing their project management systems within distributed work
environments, particularly in the context of ERP system deployments.
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1. Introduction
An Enterprise Resource Planning (ERP) system is a comprehensive IT solution that plays a piv-
otal role in managing modern enterprises striving to achieve competitive advantage in dynamic
business environments [1], [10].The primary objective of ERP is to automate and synchronize
information flows across all organizational departments, which may include supply chain man-
agement, production, warehouse management, quality control, customer relationship manage-
ment (CRM), finance and accounting, and human resources. By integrating business processes
into a unified workflow, ERP systems provide consistent, high-quality data and support both op-
erational and strategic decision-making, ultimately leading to improved process efficiency and
organizational performance [1].

The aim of this article is to analyze the impact of the hybrid work model combining ele-
ments of remote and on-site work on the effectiveness of ERP system implementation projects.
The study focuses on examining how the hybrid model affects the project management system
within an implementation company, with particular attention paid to the functioning of the im-
plementation and development teams. The system is conceptualized as a documented framework
comprising standards, procedures, and best practices that guide project management processes
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in IT companies.
The global COVID-19 pandemic accelerated the transformation of work models, leading

many IT teams, including implementation and development teams, to adopt remote or hybrid
work arrangements. The hybrid model, which combines on-site and remote work, introduces
new challenges related to work organization, communication, knowledge sharing, and project
task management.

In companies involved in the implementation of complex ERP systems, effective project
management requires not only strong coordination between teams, but also appropriate tools
to support planning, execution, and task control. All of these activities are reflected in the
company’s project management system, understood as a set of actions aimed at guiding all
project participants toward the implementation goal. A well-developed project management
system enables the establishment of standardized project management practices. As a result, it
allows for the adoption of a repeatable project delivery method, which in turn leads to reduced
implementation costs and shorter project timelines.

The study is based on a case analysis of the Polish ERP implementation company ERP Ser-
wis Sp. z o.o. Sp. k., covering 70 projects (41 delivered on-site and 29 in a hybrid model)
carried out between 2013 and 2025. The company specializes in the implementation of the ERP
system. The analysis covered various stages of ERP implementations and evaluated how the
new work model influences communication, work organization, and the overall execution of
activities; key components of the project management system in an implementation company.
In practice, such a system takes the form of a set of guidelines and procedures that support the
standardization and optimization of work within the organization, as well as specialized soft-
ware (such as MS Project, Jira, or other proprietary platforms) used to facilitate communication
between team members.

2. Review of the previous studies
Flexible work models, including remote work, enable teams to collaborate asynchronously with
greater efficiency [8]. According to a global consultancy report, 80% of organizations have
implemented work policies that enable employees to engage in hybrid or remote work [4]. Re-
search shows that remote and hybrid work significantly impacts employee experience and re-
tention; hybrid work can reduce turnover by 35% and increase job satisfaction. Nearly 70% of
employees worldwide prefer a hybrid model [5]. Remote and hybrid work has grown due to
both employers adopting digital solutions that allow work from anywhere and employees seek-
ing flexible employment arrangements; a trend that began even before the COVID-19 pandemic
[11], [14]. Digital communication technologies, enabling greater flexibility and the development
of new skills, proved invaluable during the intense remote work period forced by the pandemic
[7], [12]. Numerous studies confirm that hybrid teams can maintain high efficiency and job
satisfaction, provided the right tools and communication practices are implemented [16].

The integration of Enterprise Resource Planning (ERP) systems with remote work environ-
ments has gained significant attention, particularly following the global shift toward hybrid and
distributed work models [6]. ERP systems, which centralize business processes such as finance,
HR, supply chain, and customer relations, have traditionally been optimized for on-premise use.
However, the rise of remote work has necessitated adaptations in ERP architectures to support
cloud-based access, real-time collaboration, and enhanced security [2].

One of the key challenges in deploying ERP systems for remote work is ensuring seamless
accessibility without compromising data security. Research by [13] highlights that cloud-based
ERP solutions, such as SAP S/4HANA and Oracle Cloud ERP, have become essential in en-
abling remote workforce productivity by providing anytime, anywhere access. However, the
study also notes that organizations must implement robust cybersecurity measures, including
multi-factor authentication (MFA) and end-to-end encryption, to mitigate risks associated with
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remote access.
Another critical factor is user adoption. Research by Strong et al. [15] found that employees

often struggle with ERP systems due to complex interfaces and inadequate training, a challenge
exacerbated in remote work settings where in-person support is limited. Similarly, the authors of
[9] emphasized that poor usability and insufficient onboarding contribute to resistance in ERP
adoption, particularly among remote workers. To mitigate these issues, experts recommend
interactive e-learning modules and simplified dashboards [3].

Furthermore, ERP systems have played a pivotal role in maintaining business continuity
during remote work transitions. Companies with pre-existing cloud ERP infrastructures experi-
enced minimal disruptions during the COVID-19 pandemic compared to those reliant on legacy
systems. This underscores the importance of digital transformation in preparing organizations
for future remote work scenarios. While ERP systems have proven instrumental in support-
ing remote work, their effectiveness depends on cloud adaptability, security protocols, and user
training. We believe that future research should explore AI-driven ERP enhancements to further
optimize remote workforce management.

3. Research assumptions
In order to identify the impact of the hybrid work model on the Project Management System
within the implementation company, two research methods were applied: employee surveys
and an analysis of internal system data. The surveys aimed to capture the subjective expe-
riences and perceptions of implementation and development team members regarding hybrid
work, while the data analysis focused on evaluating the actual outcomes and performance indi-
cators of project execution. The combination of these two approaches enabled an assessment of
both the tangible results of project implementation and the subjective evaluation of work under
the hybrid model.

The study was conducted at the Polish company ERP Serwis Sp. z o.o. Sp. k., which has
been implementing the ERP system in the manufacturing and service sectors for over 10 years.
The company employs 20 staff members involved in the implementation of the ERP system,
including 2 project managers, 12 implementation specialists and 6 software developers. Over
the past decade, the company has carried out 70 system implementations, the majority of which
have been successfully completed.

The survey was conducted in April 2025 and included employees currently working at the
implementation company. The study covered the period from 2013 to 2024, encompassing both
projects executed under the traditional work model and those carried out under enforced and
subsequently established hybrid work conditions. This timeframe also includes the COVID-19
pandemic period, which became a turning point in work organization and significantly influ-
enced the transformation of the project management system.

In the surveyed organization, employees have the autonomy to determine their own remote-
to-office work ratio based on the nature of their tasks. This flexibility has been formally ap-
proved and has now become a permanent element of the company’s operational model.

The quantitative data used in the study was sourced from the internal project task registration
system (iCRM24), where employees report work hours allocated to specific project phases.
This information, recorded in the database, was cross-referenced with budgeted time estimates
established during the proposal stage. This approach enabled a comparison between initial
assumptions and actual work effort, as well as an analysis of how the work model impacted
project execution.
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3.1. Survey methodology

The study was conducted using the Computer-Assisted Web Interview (CAWI) technique, which
involves sending respondents a web-based questionnaire along with instructions for its com-
pletion. The questionnaire consisted of a total of 14 questions, including single-choice and
multiple-choice questions, as well as open-ended questions. Most of the closed-ended questions
used a five-point Likert scale. All employees involved in system implementations participated
in the study.

When designing the survey for implementation consultants and software developers, it was
essential to gather specific and practical information about how the hybrid work model affects
the daily functioning of teams; both from an organizational perspective and in terms of individ-
ual experiences.

The questionnaire was divided into four sections based on the following structure: 1. Gen-
eral Information. Questions regarding professional role, experience, number of projects, and
work model were designed to characterize the research sample and provide context for the later
analysis of results - for example, whether individuals with more experience adapt better to the
hybrid work model. 2. Communication and Collaboration. This section aimed to examine
how day-to-day collaboration within teams is organized. We sought to understand how fre-
quently project meetings occur, what tools are used by employees, and whether there are any
factors that hinder or support effective teamwork. 3. Task Execution Efficiency. These ques-
tions focused on assessing whether tasks are completed on time and whether employees have
access to the necessary information. This part allowed us to evaluate whether the work model
influences the timeliness and quality of project delivery. 4. Subjective Work Evaluation. The
final section was dedicated to the employees’ personal assessment of the work system. These
questions helped us gather suggestions for improvements and identify the challenges the hybrid
model poses for the team.

The results of the survey-based research are presented in Section 4.1.

3.2. Data analysis methodology

In the second stage of the study, an analysis was conducted on data collected from the CRM-
based task management system implemented in the company under investigation. The data
covered 70 ERP implementations carried out between 2013 and 2025, of which 41 were deliv-
ered using the traditional model and 29 using the hybrid model. The analyzed projects involved
the full scope of ERP system implementation, both in the manufacturing and service sectors.

Two types of data were analyzed: budgeted time and actual time, both expressed in man-
hours of work performed by consultants and developers. Budgeted time refers to the estimated
effort presented to the client at the proposal stage. This estimate serves as the basis for the
client’s purchasing decision and implementation budget planning. The estimates are prepared
by sales representatives and consultants, drawing on previous projects, personal experience, and
knowledge of the implemented modules as well as the client’s industry.

The budgeted time was then compared with the actual working time - that is, the number
of hours the implementation team actually spent on specific project stages - based on tasks
recorded in the CRM system, where each team member logs completed tasks and assigns the
corresponding working time to them.

The following stages of the ERP implementation process were analyzed:

1. Project management – This includes planning, control, meeting organization, risk moni-
toring, and communication with both the client and the team. In the hybrid model, the role
of the project manager becomes even more demanding. Analyzing this area helps deter-
mine whether the hybrid environment increases the workload or changes the management
style.
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2. Pre-implementation analysis and implementation design – This stage is critical for un-
derstanding the client’s needs and planning the scope of the implementation. In a hybrid
work setting, there is a greater risk of miscommunication or misinterpretation of require-
ments. Analyzing this stage helps assess whether the work model affects the accuracy of
project assumptions.

3. Installation – A technical phase, often carried out on-site, but partially also remotely
(especially in server or cloud-based environments). Including this element allows for
the evaluation of whether the work model (on-site or hybrid) influences the speed of the
technical system launch and compliance with the client’s infrastructure specifications.

4. ERP system configuration – One of the most important tasks performed by consultants,
aimed at adapting the system to the client’s specific needs. It requires clear communica-
tion, good documentation, and collaboration with developers. In a hybrid environment,
this stage can be completed fully remotely, but its effectiveness depends on work organi-
zation and information accessibility.

5. Data migration – The transfer of data (e.g., from previous ERP systems, Excel, or pro-
duction machines) is highly sensitive to errors. Hybrid work can affect the quality of
testing, data validation, and the time required for the process. Therefore, this stage was
included as an indicator of team collaboration efficiency and communication with the
client.

6. Additional implementations – Implementing extra features, reports, integrations, or au-
tomations beyond the original scope is a common aspect of ERP projects. Analyzing this
stage helps determine whether the team’s work model affects flexibility, response time,
and the cost of custom changes.

7. Training – Preparing users to operate the system directly affects the success of the im-
plementation. In a hybrid setting, some training sessions are conducted remotely, which
may impact knowledge retention, participant engagement, and the need for repetition.
The evaluation of this stage indicates how effectively client education is organized under
different work modes.

8. Supervised work – After the system is launched, there is a key period of working closely
with the end user. Consultants must be available and responsive to reported issues. Hy-
brid work may facilitate remote support but can also hinder rapid on-site intervention.
Analyzing this stage shows whether the hybrid model impacts support quality during this
critical time.

The results of the data analysis are presented in Section 4.2.

4. Results
This section presents and discusses the results of the survey-based research, along with an anal-
ysis of quantitative data related to the work performed at various stages of ERP system imple-
mentation, with reference to the hybrid work model.

4.1. Survey results

The first part of the survey, General Information, includes questions aimed at gathering details
about the company’s structure and its employees. Among the survey participants, implemen-
tation consultants constituted the majority, accounting for 70% of respondents (see Fig. 1a).
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Fig. 1. Pie charts (a–d) presenting responses to questions from the General Information section,
related to the company’s structure

Developers made up 35% of the sample, while 15% held the role of project manager. Most par-
ticipants had more than four years of experience in ERP project implementation, with as many
as 45% having over seven years of professional experience, indicating a high level of compe-
tence within the surveyed group (see Fig. 1b). The vast majority of respondents carry out up
to 5 implementation projects per year, which may indicate the high complexity and scale of the
projects conducted (see Fig. 1c). In the surveyed organization, there was a relative balance be-
tween work models, 45% of respondents reported working in a hybrid model, and another 45%
in a traditional (on-site) model. The remaining participants worked exclusively remotely (see
Fig. 1d). The next group of questions, related to Communication and Collaboration, focused on
assessing the effectiveness of communication, the quality of collaboration between team mem-
bers, and the forms of communication most commonly used in implementation projects. 80%
of respondents rated the effectiveness of communication within the project team positively (see
Fig. 2a). This indicates a high level of team organization, even in a distributed work environ-
ment. At the same time, the small percentage of lower ratings suggests that there is room for
improvement, particularly in the area of clear information exchange between roles within the
project. The second question addressed the topic of team communication effectiveness. Re-
spondents generally perceive that hybrid work has a moderate impact on collaboration between
consultants and developers (see Fig. 2b). Only a small group (10%) rated this impact as very
positive, while nearly half of the respondents reported an improvement in the quality of collab-
oration. At the same time, a relatively high share of neutral responses (35%) suggests that the
outcome largely depends on specific organizational conditions, such as the communication tools
used and the clarity of information exchange. The absence of extremely negative ratings indi-
cates that the hybrid model is not seen as a significant threat to the effectiveness of teamwork.
The final question in this group focused on the most commonly used forms of communication
in project work. All participants (100%) indicated that they use Microsoft Teams as the primary
tool for online meetings and day-to-day team communication (see Fig. 2c). The second most
frequently used communication channel was email, regularly employed by 85% of respondents.
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Fig. 2. Bar charts (a–c) showing responses to questions from the Communication and Collaboration
section, illustrating how collaboration is organized within the company.

Both tools play a key role in ensuring smooth information exchange in a hybrid work environ-
ment. Next, the survey addressed an important topic related to Task Execution Efficiency in a
hybrid work model. The questions in this section focused on assessing whether tasks are com-
pleted on time and whether employees have access to the necessary information. Exactly half
of the respondents indicated that remote or hybrid work has no clear impact on task timeliness,
selecting a neutral rating (see Fig. 3a). At the same time, another 45% observed a positive or
strongly positive influence. These results suggest that, in the respondents’ view, the hybrid work
model does not lead to significant project delays. Moreover, it may even have a positive effect on
timeliness, provided that team work is well organized and appropriate task planning and man-
agement tools are used. This may be due to the fact that as many as 90% of respondents rated
access to the information necessary for task completion as good or very good (see Fig. 3b). This
clearly indicates that the flow of information within the company – and, by extension, the project
management system – is at a high level of organizational maturity. These results confirm that the
hybrid work model does not pose a barrier to accessing documentation, agreements, or project
requirements, which is essential for ensuring the quality and timeliness of ERP implementa-
tions. In the context of hybrid work, meeting frequency remains an important aspect of team
coordination. Within the surveyed group, as many as 65% of respondents (primarily implemen-
tation consultants) reported participating in general project meetings at least once a week (see
Fig. 3c). Developers, on the other hand, attend such meetings less frequently, as they typically
focus on specific tasks and maintain direct contact with a dedicated consultant assigned to each
development-related activity. The final question in this group addressed the impact of the hybrid
work model on individual employee performance. A total of 70% of respondents viewed their
productivity in the hybrid model positively (see Fig. 3d). However, it is worth noting that 30%
provided neutral or negative responses, suggesting that some employees face challenges related
to work organization or communication in a hybrid environment. It should be emphasized that
these evaluations are highly subjective, reflecting individual perceptions as well as differences
in expectations and professional experience. Overall, the results indicate that the adopted work



M. SCHERER, J. ZALASIŃSKA, M. ZALASIŃSKI IMPACT OF HYBRID WORK ON PROJECT MANAGEMENT SYSTEM . . .

Daily Once

a week

Less

than once

a week

Never2-3 times

a week

a)

c)

b)

d)

Fig. 3. Bar charts (a–d) showing responses from the Task Execution Efficiency section, illustrating
how employees assess task completion

model is generally effective, though attention should be paid to the needs of this minority in
order to further optimize processes and improve work comfort. The final group of questions,
related to Subjective Work Evaluation, focused on employees’ personal assessments of the work
model. The first question in this group asked respondents to identify the key advantages of hy-
brid work. The most frequently mentioned benefit was the ability to work with greater focus
(see Fig. 4a). This is particularly important during project phases that require deep concen-
tration, such as the implementation analysis stage or additional customizations performed by
developers. In such phases, where individual approaches to client-specific problems and precise
analysis are crucial, a quiet work environment plays a key role. The second most important ad-
vantage, as indicated by respondents, was flexible working hours, which support better work-life
balance. This flexibility allows employees to better align their schedules with personal needs,
contributing to increased efficiency and greater job satisfaction. The second question focused
on the challenges associated with hybrid work. A clear majority of respondents (80%) indicated
that the biggest challenge of working in a hybrid model is the lack of direct contact with the
team and communication-related issues (see Fig. 4b). This stems from the fact that nothing can
fully replace face-to-face interaction, where non-verbal cues play a crucial role in understand-
ing the speaker’s intentions and emotions. Unfortunately, these elements are largely absent in
a hybrid work environment. Nevertheless, as many as 70% of respondents believe that hybrid
work should remain the standard in implementation projects, which suggests that the benefits of
hybrid work outweigh the drawbacks of reduced direct, interpersonal interaction among team
members (see Fig. 4c).

The survey results show that the hybrid work model has a significant impact on the func-
tioning of key elements of the project management system. Positive employee assessments of
communication, access to information, and personal efficiency indicate that, with appropriate
tool and process support, hybrid work not only does not hinder task execution but can actually
enhance it. At the same time, the identified challenges (particularly in the areas of inter-team
communication and the precise transfer of requirements) highlight the need to adapt the project
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Fig. 4. Bar charts (a–c) showing responses from the Subjective Work Evaluation section, illustrating
perceptions of hybrid work.

management system to the new realities. This entails refining procedures related to requirements
gathering, task delegation, and team collaboration. The findings indicate that a well-designed
and regularly updated project management system, taking into account the specifics of hybrid
work, is crucial for maintaining the efficiency and quality of implementation projects in ERP
companies.

4.2. Data analysis results

As part of the project data analysis, the stages of the Comarch ERP XL implementation process
were examined by comparing the budgeted time with the actual time spent by the team. The
aim was to determine whether the chosen work model (hybrid vs. on-site) had a measurable
impact on the execution of specific implementation stages. Actual working time was recorded
by each employee in the CRM system while carrying out each element of the implementation.
The comparison of average times across all projects for each implementation stage is presented
in Fig. 5.

Technically oriented stages such as ERP system configuration, installation, and data migra-
tion did not show significant discrepancies between the planned time and the actual number of
man-hours spent. This may be due to the fact that these tasks are highly repetitive and well-
documented. Additionally, the consultants responsible for executing them are highly experi-
enced professionals. The most important factor contributing to this outcome is that these stages
are less dependent on ongoing communication between teams. It can be confidently stated that
they are carried out effectively regardless of whether the team is working together in the office
or remotely.

In the case of the additional implementations stage, such as creating tailored functionalities,
reports, or integrations with the client’s production machinery, the greatest challenge related
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to hybrid work was observed. Specifically, we recorded a significant issue in hybrid projects,
where the actual time spent exceeded the budgeted time by a factor of three. This outcome is
primarily due to communication problems between implementation consultants and developers.
The lack of direct contact, vague or incomplete requirements, and unclear task descriptions in
the system often forced developers to repeatedly seek clarification from consultants who had
originally gathered the client’s needs. As a result, developers would sometimes implement
solutions that did not fully align with the client’s expectations, leading to revisions, setbacks in
the process, and, naturally, extended project time.

On the other hand, the hybrid model proved surprisingly effective in stages such as pre-
implementation analysis and design, training, and supervised work. These activities can largely
be carried out remotely, especially when the team uses reliable communication and documen-
tation tools. In a home office environment, consultants tend to have more uninterrupted time
to carefully analyze documentation without the distractions commonly found in the company’s
headquarters. As a result, the process of writing analysis documents and conducting focused
conversations with clients led to unexpectedly positive outcomes. Furthermore, the time saved
by not commuting to the client could be used for rest and recovery, which also had a measurable
impact on the smooth execution of this implementation phase. Online training sessions allowed
the team to reach a larger group of users and provide effective instruction. Time savings were
also observed here - not only by avoiding travel but also by limiting non-essential conversations
or small talk. However, this can also have downsides, such as limiting opportunities to build
informal relationships with the client’s employees. As for the supervised work phase, which
mainly involves ongoing support, it can be successfully provided in a flexible manner without
the need for physical presence. A helpful tool in this context is Anonimized proprietary CRM
ticketing system, which is made available to clients after the system goes live. It enables clients
to submit reports on issues they encounter, and based on the problem category, the ticket is
automatically routed to the appropriate consultant.

Data analysis confirms that hybrid workflows influence different stages of ERP implemen-
tation to varying degrees. While technical stages remained largely unaffected, collaborative
phases exposed communication challenges typical of distributed teams. These findings empha-
size the need for a dynamic and continuously updated project management system, capable of
addressing the specific requirements of each project phase under hybrid conditions. Strengthen-
ing procedures for requirement gathering, inter-team communication, and progress monitoring
is essential to minimize risks and maintain project efficiency. The results clearly show that
systematic incorporation of lessons learned is critical to successfully managing ERP implemen-
tations in a hybrid work environment.

4.3. Results summary

The conducted analysis demonstrated that the impact of the hybrid work model on the project
management system within an ERP implementation company is both significant and multidi-
mensional. Operating in a hybrid environment highlighted the necessity of treating the project
management system as a dynamic framework; one that must be systematically updated in re-
sponse to changing project execution conditions. Hybrid work proved that the project manage-
ment system cannot remain static; rather, it requires continuous refinement based on experiences
and insights gathered through retrospectives conducted after each project phase or implementa-
tion.

Particularly critical in the context of hybrid work was the communication between teams
during the development of additional customizations. In the studied organization, it became ev-
ident that the communication practices previously sufficient in an on-site model were no longer
adequate in a distributed environment. Hybrid work exposed new challenges, especially the
need to enhance the flow of information between implementation consultants and developers,
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Fig. 5. Bar chart illustrating the average discrepancies between planned and actual durations of indi-
vidual implementation stages, based on 41 on-site and 29 hybrid ERP implementation projects.

directly influencing the necessity to update project standards and procedures.
Overall, the study’s findings indicate that an effective project management system should

be built iteratively, continuously incorporating lessons learned from each completed project.
Such an approach enables organizations to operate effectively in a dynamically changing en-
vironment and minimizes risks associated with the delivery of complex ERP implementation
projects. This iterative refinement process, supported by both employee feedback and data anal-
ysis, proves essential for maintaining project quality, efficiency, and adaptability under hybrid
work conditions.

5. Conclusions
This study shows that a modern project management system, especially in the context of hybrid
work, must be a dynamic and evolving structure. Organizations that succeed in adapting their
internal processes to changing conditions (by regularly updating procedures and incorporating
lessons learned) are better positioned to maintain efficiency and competitiveness. Capturing
individual experiences and improvements in the form of internal standards preserves critical
knowledge, enhances future project performance, and strengthens organizational adaptability
and culture. Based on the results of surveys conducted among consultants, developers, and
project managers, as well as the analysis of project data comparing budgeted and actual time, it
can be concluded that while the hybrid model enables flexible and effective execution of many
ERP implementation stages, certain phases, such as custom development, require more refined
communication standards and coordination. This underlines the need for ongoing updates to the
Project Management System to minimize discrepancies between planned and actual delivery
times.

In future work, we plan to investigate how specific factors, such as communication quality,
team composition, and task complexity, influence the divergence between planned and actual
work time. To support this, we will apply artificial intelligence methods for pattern detection and
predictive modeling, aiming to further improve the accuracy of project planning and execution.
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