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Status for Usage of Online Communication Tools in the COVID-19 Pandemic and

How Users Feel Towards Them
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Abstract Teleworking has spread quickly, triggered by the COVID-19 pandemic with its
accompanying restrictions on meeting and traveling. The biggest demerit of teleworking has
been the difficulty of communication with co-workers. Use of online communication tools is
indispensable dealing with this problem. We collected and organized surveys on usage status,
merits, demerits, and satisfaction with online communication tools. The following three points
were identified.(1) The COVID-19 pandemic has led to an increase in, the number of companies
introducing web conferencing and the number of people who use.(2) The greatest merit of using
online communication tools was savings in time and commuting distance, while the biggest
demerit was the difficulty of communication.(3) Even if online communication tools were used
frequently, workers were not sufficiently accustomed to non-face-to-face communication, and
most of them were only “satisfied to some extent” with their usage. We examined what kinds of
measures should be taken to increase the satisfaction level of online communication tools.

Keywords online communication tool, web conferencing, business chat, face-to-face communication,
non-face-to-face communication
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