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Abstract 
Background: Organizations’ and businesses’ ways of operation have drasti-
cally changed during the Covid-19 pandemic. The whole world’s way of 
working shifted in which the physical workspaces have been replaced with 
virtual ones in the comfort of the home which led to the introduction and 
innovation of techniques that makes work and collaborative works and sys-
tems run easier. These innovations and systems which utilize technology were 
introduced to drive operational excellence in order to create an environment 
that ensures stakeholders’ satisfaction, which is a vital part of Project man-
agement. Operational Excellence considers different aspects of project man-
agement which include; leadership, cooperation, continuous improvement to 
meet client’s expectations, and a broader vision. The system of operational ex-
cellence optimizes production processes, high potency, and client and market 
orientation. Operational Excellence is considered an important part of the 
success of a business as it outlines the systematic management to realize out-
standing performance. Collaboration solutions and work environments have be-
come a crucial part in order to maximize the use and innovation of techniques 
that protects communities, employees, and clients. Each of the new techniques 
had challenges since this was not like any other kind of pandemic and new 
risks were emerging all the time. Purpose: The study investigates the applica-
bility of collaborative environments and how organizations establish their 
regulatory policies to ensure effective adoption of the tool and generate oper-
ational excellence and stakeholder satisfaction. Methods: The study metho-
dology that has been used for this research is a qualitative and quantitative 
analysis, surveys, and interviews. Results: Participants saw a clear value in 
collaborative environments and systems that drive operational excellence. 
However, others had a different opinion on why many organizations fail to in-
troduce a collaborative environment within their internal and external processes. 
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Conclusion: Collaborative solutions in regard to stakeholder management and 
operational excellence oppose a unique challenge in the matter of integrating 
them during the pandemic even though they generate great opportunities. An 
organization should invest in a collaborative environment and operational ex-
cellence while developing a robust and reliable system that can uphold its 
processes which will result in operations that are run more smoothly, increased 
productivity, and reaching the organizations’ objectives. 
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1. Introduction 

With the sudden interference and widespread of Covid-19 the, world has shifted 
and revolved around the way organizations run and operate. According to 
Forbes (Hatfield, 2021), organizations build up facilities to encourage employees 
to work in an office while still complying with safety regulations and work 
progress. However, this change from physical work offices to virtual work offices 
has exhilarated organizations to rethink and redesign their working environ-
ment, introducing more techniques and processes around collaborative work 
and collaborative systems. 

The revolution of March 2020 became a relevant example of organizations 
committing and rebuilding their trust in their employees and empowering them 
to communicate internally and externally, collaborate and utilize technology to 
drive operational excellence. Building an excellent collaborative work system 
and environment is key to best practice, ensuring stakeholder satisfaction and 
driving the organization towards distinction. 

This paper will study the likelihood of successful project delivery, and opera-
tional excellence of the United Arab Emirates government and semi-government 
entities through their journey of remote collaboration communication, collabor-
ative work, and systems that ensured their competitive advantage and stake-
holders’ trust. The United Arab Emirates showcased and proved to be one of the 
more resilient countries towards the pandemic, its ability to mitigate the effects of 
Covid-19, adopt and launch multiple projects efficaciously through utilizing colla-
borative environments in the professional sector. The purpose of the research is to 
investigate the applicability of collaborative work environments and how organiza-
tions establish their regulatory policies to ensure effective adoption of techniques 
and generate operational excellence and the highest stakeholder satisfaction. 

2. Literature Review 
2.1. Stakeholder Management and Risks for Project Success 

Stakeholder management (SM) is a vital part of the project management process. 
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Therein, the elements of empowerment, commitment, and organizational cul-
ture need to be assessed to achieve a holistic grip on the details connected with 
the various paradigms, including risk management (RM) (Xia et al., 2018). The 
area of stakeholder management requires enabling the stakeholders to identify, 
negotiate for, and achieve the objectives set through active participation 
(Brammer & Millington, 2004). To this end, the empowerment of the stakehold-
ers would be required. Traditionally stakeholder management and risk man-
agement have been an under-researched area, thus providing limited impor-
tance to risk-stakeholder management. It can be considered that both RM and 
SM consist of a process domain and an outcome domain. The effectiveness of 
the management depends on how the two parts are handled in an integrated fa-
shion. The integrated management approach enables for more efficient deploy-
ment of resources, mitigation of objective conflicts improves mutual manage-
ment effectiveness, and provides new perspectives on the managerial processes 
(Rebelo et al., 2016). 

Through the provision of risk decision-making, assessment and risk analysis 
lie at the core of the RM process, which will require judgment calls on the mag-
nitude and the likelihood of the emergence of those risks (Aven, 2016). On the 
other hand, stakeholders can be defined as “any group or individual who can af-
fect or is affected by the achievement of the organization’s objectives (Freeman, 
1984)”. Regarding how narrow or broad should be the concerned perspective of 
the management regarding stakeholders, the narrow view contends that man-
agement can only consider and deal with a limited range of stakeholders due to 
resource limitations (Clarkson, 1995). However, as agreed by other studies, a 
broad definition better suits domain like construction projects due to the diverse 
nature of the social and economic influences, the large number of stakeholders, 
and the adverse consequences of excluding certain stakeholder groups for rea-
sons of efficient use of resources (Oppong et al., 2017). 

A stakeholder’s position towards a project may vary from being supportive to 
being an opponent (McElroy & Mills, 2000). Along with the diversity of the 
stakeholders, there are competing interests and concerns which have to be ad-
dressed by SM to modify those conflicts and win support from various members 
(Bourne & Walker, 2005). The SM process in project management involves thus 
collecting stakeholder-related documents and undertaking SM planning, their 
identification and classification according to degrees of influence and interest, 
developing strategies for effective management of relationships in addition to 
that, and through executing and controlling the various SM strategies (Mok et 
al., 2015). 

As projects are threatened by a range of risks from external and internal envi-
ronments, the phenomenon exists at all stages of the life cycle and is in a state of 
instability. Traditionally, risk management in projects is a reactive measure and 
is related to the treatment of individual stages where the goal of the management 
is to minimize the losses arising due to such crises (Ristvej et al., 2013). However, a 
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more effective model takes a collaborative approach, and the interests of the con-
nected stakeholders are taken in from timely communication and execution. To 
manage the projects effectively, this would require a continuous process of risk 
management (Osipova & Eriksson, 2011). 

2.2. Importance of Operational Excellence in Organizations 

Operational excellence as way as we tend to might notice, the scientific literature 
on operational excellence is somewhat scarce. Therefore the topic has been pri-
marily mentioned inside the context of business excellence (Lu et al., 2011). The 
foremost well-known and globally accepted model wont to support the imple-
mentation of operational excellence programs is the Shingo Model. Most of the 
different famous models, who admire the already mentioned EFQM Excellence 
Award or the models behind the MBNQA or the Deming Prize, have a broader 
perspective over business excellence and think about, however, don’t seem to be 
centered on operational excellence. Consistent with the Shingo Institute (2014), 
the Shingo Model isn’t a different improvement program; however, a collection 
of “guiding principles” that support the organization’s daily initiatives in filling 
out gaps is associated with the following a very constant evolution within the 
scope of organizational excellence. 

As such, the main focus of the Shingo Model is not to realize specific results 
but to boost the organizational systems and culture so as to higher achieve and 
improve them in the future. A fundamental issue that must be thought of by 
firms whereas implementing an operational excellence program is a way to sus-
tain such a program, in the concert of the 1498 A.M. Carvalho et al. reasons why 
a significant range of quality improvement programs fail is as a result of firms 
place loads of effort within the implementation section however neglect its 
property in the long term. As explicit by Bertels and Buthmann (2013), the or-
ganization’s strategy ought to think about the continual pursuit of excellence so 
that companies will keep glorious over time. For that purpose, a series of condi-
tions should be observed: 1) senior leadership must be united in driving excel-
lence, 2) the organization, during a holistic perspective, must be committed and 
engaged, 3) the organization strategy must be clear, outlined and communicated, 
4) the organization must have method improvement in progress activities in 
conjunction with self-assessment, and 5) the employment of knowledge and data 
analysis should be a daily observation of the organization (Brown, 2013). 

Consistent with Naftanaila and Cioana (2013), operational excellence could be 
a philosophy at the operational level with robust implications at a strategic level. 
Operational excellence considers the philosophy of leadership, cooperation, and 
drawback resolution leading to continuous improvement throughout the organ-
izations that specialize in client needs, worker direction, and process optimiza-
tions (Liker, 2004). Operational excellence is supported by working practices 
that target the right 1st time—optimization of production processes, high poten-
cy, and client and market orientation (Lu et al., 2011). Jaeger et al. (2014) estab-
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lish leadership, culture, strategy, organization, and cooperation at the operation-
al level as excellence enablers that will lead the organization to semipermanent 
operational success. Supported the Chevron Operational Excellence Manage-
ment System perspective (Chevron Corporation, 2010), operational excellence 
factors are supported consistent with five dimensions—method safety, environ-
ment, personal safety and health, dependableness, and efficiency. 

To Chevron, operational excellence could be an essential driver for business 
success and a crucial part of the enterprise strategy and is outlined because of the 
systematic management of those dimensions to realize excellent performance. 
ANother|for an additional|for one more} practical perspective, the Opex Groep 
(2011) outlined a collection of ‘OpEx Building Blocks’ that ought to be ‘worked’ 
in an operational excellence program implementation, specifically leadership, 
product, process, manpower, organization behavior. Theadore and Anderson 
(2010) knew four essential success factors to pursue operational excellence. Con-
sistent with the authors, 1) the organization’s vision should replicate the speci-
fied future state of the organization, 2) the individuals should be engaged in ac-
complishing the work of the organization, 3) the processes performance should 
operate to fulfill the stakeholders’ needs and 4) the technology is that the enabler 
that permits people to accomplish systematic processes expeditiously and effec-
tively. 

Literature shows that the pursuit of operational excellence is grounded on the 
existence of “catalysts” (enablers) that, if aligned with the organization’s culture, 
contribute to a sure-fire organizational excellence program or initiative. Several of 
those enablers are deeply captivated with human and collective factors, demon-
strating that the pursuit of property excellence programs should think about the 
social aspect of an organization. It’s solely by doing so that the robust potential of 
an operational excellence program is achieved. It’ll offer the mandatory framework 
for changes to occur and for or organizations to match their stakeholder’s needs 
and come through improved excellence performance (Dobni et al., 2000; Chod-
kowski, 1999). In firms with significant completely different backgrounds at the 
structural, geographical and cultural level (Boulter et al., 2013). 

However, and despite considering the incontestable competitive benefits of 
different quality approaches, admire ISO 9000 series of standards, once that, 
several companies still don’t choose the pursuit of other, a lot of mature models 
of quality management or excellencThishis is often because of many kinds of 
constraints, however among the foremost common are those connected with 
organizational culture (Araújo & Sampaio, 2014), showing once more however 
crucial it’s to know and develop the cultural paradigm of an organization within 
the scope of the implementation and development of excellence programs and 
initiatives. 

2.3. Purpose of the Study 

After 2020, it became relevant that collaboration solutions and work environ-
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ments have become a crucial element of maximum enterprise continuity tech-
niques to protect communities, employees, and clients from the Covid-19 virus. 

Although integrating those solutions is less complicated than ever, the sprawl-
ing nature of the tools and technique poses a unique challenge and may instigate 
new risks. A collaborative environment inherently conveys all stakeholders and 
their information together, inviting risks such as security, data, network, govt, 
and human assets teams. 

In this experiment, the study investigates the applicability of collaborative en-
vironments and how organizations establish their regulatory policies to ensure 
effective adoption of the tool and generate operational excellence and stakehold-
er satisfaction. 

3. Methodology 

The study approach utilized in this research is a qualitative and quantitative 
analysis, a combination of surveys and interviews. The questionnaire is based on 
the literature review and preliminary interviews with specialists and experts 
from different organizations from a variety of industries to highlight the issues 
and challenges that have emerged during the pandemic. The specialist and ex-
perts interviewed for this research were recruited based on their expertise and 
reputation. Through this data collection method, there will be a wide variety of 
information which will allow for easy comparison and data analysis. The ques-
tionnaire will be structured to ask the respondent to answer questions related to 
previous collaborative projects and ongoing ones that have different parties in-
volved in them. Respondents will be asked about collaborative work, the advent, 
ages and drawbacks, their experience in the past/present with it. In the ques-
tionnaire, we will be asking about stakeholders’ management and risks in the 
project along with questions related to operational excellence. 

4. Results and Discussion 

In this section, the paper presents the results of both the qualitative and quantit-
ative analysis. The case study was done through our questionnaire and analyzed to 
showcase how organizations’ integration of collaborative work affects stakeholder 
communication and operational excellence. The population pulled for the survey 
was widespread through different sectors government and semi-government enti-
ties to understand end engage multiple points of view. After the results, there is a 
discussion followed to understand and justify the reasons behind the answers. 
The survey involved 12 questions consisting of multiple choice and short, an-
swer open-ended questions. Here are the findings. 

The Survey Results are based on individuals working from the following or-
ganizations: Sharjah Civil Defense, Aramex, RAK Bank, Dubai Culture and art 
authorities, and SEHA. 

The firms fall under Government, Logistics, Banking, Art and culture, and 
Health care. 

https://doi.org/10.4236/jssm.2022.153017


M. El Khatib et al. 
 

 

DOI: 10.4236/jssm.2022.153017 303 Journal of Service Science and Management 
 

100% of the participants saw a clear value of collaborative environment and 
systems that drive for operational excellence. These organizations selected un 
this study is among the pioneers in the adoption and implementation of tech-
nology solutions including collaborative systems to enrich collaborative work as 
a pillar to drive operational excellence. 

Some of the opinions of why many organizations fail to introduce a collabora-
tive environment within their internal and external processes are: 

1) Bad Communication. 
2) No synergy between departments. 
3) Competency within teams. 
4) Lack of initiatives with other firms. 
5) Lack of environmental systems. 
6) Lack of flexibility. 
Moreover, 100% of the participants saw that their organization’s leadership is 

committed to operational excellence. And employees in the organization are sa-
tisfied. This is apparent in the annual survey of employees’ happiness, as one of 
the participants mentioned. Also, one suggested that the employees are moti-
vated because they feel like they are a part of its success. 

Regarding COVID time, we wanted to know how heavily the shift to a virtual 
collaborative environment affected your day-to-day operation. 20% of the par-
ticipants saw that their work didn’t get affected at all. While the others disagreed, 
the rest of the participants noticed that it affected their operations but got over 
that quickly with technology. And some miss the face-to-face meeting, seeing 
that it is a regular part of their work. 

After that, the surveyors were asked what do the teams and customers think of 
this shift to a virtual collaborative environment and systems introduced. Nearly 
all thought it was helpful and safer. Some thought at the beginning it was incon-
venient but get used to it rapidly. 

They were moving after that to essential aspects in the digital environment, 
which is in the case of virtual malfunctions and what measures are in place to 
solve them. Different organizations have different protocols in the case of mal-
function. Some require the employee to come to the office, while others have 
backup methods to deal with any malfunctions like choosing different applica-
tions. 

Then, the participants were asked Prior to COVID what processes have been 
used in the past to respond to external pressures and if they were effective, and if 
they should be improved? 

One of the participants answered: the technology was used before COVID, so 
my organization did not change into significant changes to respond to external 
pressures. As for online work, the system was ready in the case for any pandemic 
before it happens as a result of risk analysis to ensure business continuity. 

In these different organizations, changes to processes are reviewed somewhat 
differently, also, in the way it is implemented and communicated throughout the 
organization. Some use SWOT and risk analysis, and then during the change, we 
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use a form (Change management) ADKAR Model. 
Others process from the higher management to managers then to employees. 

Sometimes it is through a clear and concise email from the higher management. 
Furthermore, 100% of the participant’s organizations invested in optimizing 

their operations in terms of maintaining a collaborative environment. Finally, all 
participants agreed that introducing a cooperative climate and systems can come 
with many risks—whether in terms of the smoothness of the operations or some 
sort of miscommunication. 

5. Conclusion and Recommendations 

In conclusion, it is not the best solution for organizations to integrate collabora-
tive solutions to their stakeholder management and operational excellence. With 
the pandemic, it has been proven that the applicability of collaborative environ-
ments generates opportunities; however, it also opposes a unique challenge. 

It is recommended that organizations invest in these environments and de-
velop a robust and reliable system that can uphold its processes. Such investment 
will benefit the organization’s productivity and help run operations more 
smoothly, increasing productivity and reaching the organization’s objectives. 
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Survey 
1. What is the name of your firm? 

2. What category does your firm’s activities fall under? 

3. In your consideration there is a clear value of collaborative environment 
and systems that drive operational excellence? 

Mark only one oval. Yes   No  

4. Why do many organizations fail to introduce a collaborative environment 
within their internal and external processes? 

5. Is it clear that your organization’s leadership is committed to operational 
excellence? How do the employees feel about this? 

6. During Covid time, how heavily did the shift to a virtual collaborative en-
vironment affect your day-to-day operation? 

7. What do our teams and customers think of this shift to a virtual collabora-
tive environment and systems introduced? 

8. What measures are in place in case one of those virtual environment mal-
functions? 

9. Prior to Covid, what processes have we used in the past to respond to ex-
ternal pressures? Were they effective? Should they be improved? 

10. How are changes to processes reviewed, implemented and communicated 
throughout your organization? 

11. Has your organization invested in optimizing their operations in terms of 
maintaining a collaborative environment? 

Mark only one oval. Yes   No  

12. Do you agree that introducing a collaborative environment and systems 
can come with many risks, if not specify? 
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