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Abstract:

This study analyses the opportunities and challenges facing human resource management in remote
work environments, focusing on GitLab as a role model. The study relied on a descriptive analytical
approach to understand and analyze data related to GitLab’s customers in terms of products and services,
geographic size, and organizational size. SWOT analysis was used to assess strengths, weaknesses,
opportunities, and threats. The results demonstrated GitLab’s strength in targeting advanced technology
sectors such as software development and machine learning, reflecting its ability to provide innovative
services that meet the needs of these sectors. However, challenges emerged in geographic expansion,
especially in emerging markets such as India and Brazil, as well as in expanding the customer base
among small and medium-sized enterprises compared to large companies. The study provided
recommendations to enhance organizational performance, including developing comprehensive
marketing strategies, focusing on emerging markets, and using advanced technologies to improve
administrative processes.
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INTRODUCTION

In recent years, with the rapid technological development, work environments have witnessed
radical transformations and the adoption of remote work as a strategic option for many
companies, especially after the Covid-19 pandemic crisis, as it has become a necessity to ensure
business continuity. However, human resources management faces major challenges such as
enhancing communication, building an effective organizational culture, and ensuring employee
satisfaction.

GitLab is a leading example of companies that fully embrace the remote work model, as it has
succeeded in developing an innovative work system that combines modern technology and
effective human resources strategies. As its business expands, GitLab has become a role model
for how to deal with the challenges associated with remote HR management, while exploiting
the opportunities available to enhance organizational performance.

This study aims to analyze the opportunities that remote work offers for human resource
management, such as expanding access to talent and reducing operational costs, and explore
the challenges it faces. It also seeks to evaluate GitLab’s experience in adopting a fully remote
work model, focusing on its innovative strategies, and providing practical recommendations
that can be applied to other companies to improve human resource management in virtual work
environments.

Study Problem:

Despite the advantages offered by remote work, human resource management faces several
challenges related to effective communication, maintaining organizational culture, and
performance management in virtual work environments. Hence, we pose the study problem in
the following question:

"What are the opportunities and challenges facing human resource management in remote
work environments, and how can a company like GitLab benefit from these opportunities and
overcome the challenges to achieve outstanding organizational performance?"

Study Hypotheses:
Main Hypothesis:
GitLab's strategies contribute to achieving a balance between providing innovative products
and targeting geographically diverse markets and companies of different sizes to enhance its
position in the global market.
Sub-Hypotheses:
1-There is a positive relationship between the quality of GitLab's products and services and
customer satisfaction in different geographical markets.
2- Geographical disparities affect the rate of GitLab adoption due to different market needs and
competition.
3- GitLab faces challenges in expanding its customer base among small and medium-sized
companies compared to large companies.
1- Theoretical framework

1-1 Human Resources Management

1-1-1 Historical development of human resource management

Historically, what is now referred to as human resources was previously called personnel

management, with its primary role focused on recruiting staff and managing the administrative
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aspects of the hiring process. The National Cash Register Company (NCR) is credited with
establishing the first personnel department in 1901. This initiative followed a significant labor
strike, which the company ultimately overcame by instituting a temporary closure. In response
to this challenge, the company’s president sought to foster better relationships with workers by
creating a department responsible for addressing grievances, managing dismissals, ensuring
workplace safety, and staying informed about emerging labor laws impacting operations.
(University of Minnesota Libraries Publishing, 2016, p. 28)

In 1937, Nobel Prize-winning economist Ronald Coase offered an explanation of how
economic activities are organized more efficiently within firms than through markets. From this
perspective, “management” can be described as a combination of art and science, the
coordination of activities within an organization through managerial decisions that span
multiple areas such as operations, finance, sales, marketing, and human resource management.

Human resource management originated in the 19th century when some leading industrial

companies in the United States and Europe appointed officers to look after the social and
welfare aspects of workers, with a particular focus on women and children. During the 1920s
and 1930s, companies began to employ labor managers to deal with issues such as payroll,
absenteeism, hiring, and termination. By the late 1940s, the roles of labor and welfare had been
consolidated into a single department known as “personnel management.” As the recognition
of the role of workers in the success of organizations grew during the 1970s and 1980s, this
department gradually evolved into “personnel management,” and then “human resources
management.” Today, some companies simply call this role “people management,” and the top
HR executive is given the title of “chief personnel officer”. (Coyle-Shapiro & others, 2013, p.
12)

1-1-2 Definition of Personnel Management (PM)
Personnel management is defined by several researchers in various ways. To simplify the
understanding of its meaning, it can be described as: (Introduction to Personnel Management,
p. 08)
Personnel management is a shared responsibility among specialists who supervise both
individuals and their tasks. It represents a branch of management that focuses on employees in
the workplace and their interactions within an organization.
Edwin B. Flippo describes personnel management as the process of planning, organizing,
leading, and overseeing activities related to acquiring, developing, compensating, integrating,
and retaining employees, all aimed at achieving the objectives of the organization.
From the two definitions mentioned, it can be concluded that: “personnel management is a basic
branch of management that focuses on the human element in the organization, as it aims to plan,
organize, lead and supervise the activities of acquiring, developing, motivating, integrating and
retaining competencies to achieve the organization’s goals efficiently. It relies on coordinating
the efforts of individuals and enhancing their interaction and integration to ensure consistency
in work and achieve effective and sustainable results”.

1-1-3 Definition Human Resources Management (HRM)
Hearthfield (2019) states that “human resource management is the function within an
organization that focuses on the recruitment of, management of, and providing direction and
guidance for the people who work in an organization. Human resource management involves
overseeing all things related to managing an organizations human capital. Human resource or
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personnel management is a contemporary umbrella term used to describe the management and
development of employees in an organization”. (Osewa & Osewa, 2020, p. 99)

1-1-4 Objectives of Human Resource Management

The primary goal of human resource management is to support the achievement of
organizational objectives. In addition to this overarching aim, human resource management
focuses on several specific objectives, including: (University of Mumbai, (n.d), p. 05)

- To optimize the use of human resources, ensuring that all other organizational resources are
effectively managed through the efforts of the workforce.

- To create and sustain a well-defined organizational structure that outlines the relationships
among all members by dividing organizational tasks into specific functions, roles, and jobs.
This includes clearly specifying the responsibilities, accountabilities, and authority for each role
and defining how it connects to other roles within the organization.

- To achieve optimal development of human resources within the organization by providing
employees with opportunities for growth through training programs and educational initiatives.
- To promote respect for individuals by offering a range of services and welfare amenities to
employees.

- To align individual and group objectives with the organization's goals, fostering a sense of
commitment and loyalty among employees.

- To recognize and fulfill individual needs by providing a combination of financial and non-
financial incentives.

1-1-5 Comparison Between Personnel Management (PM) and Human Resources
Management (HRM)

Before proceeding with the comparison between Personnel Management (PM) and Human
Resources Management (HRM), it is essential to understand that both approaches play a
significant role in managing an organization's workforce. However, they differ in their
philosophies, scope, and alignment with organizational goals. The evolution from PM to HRM
reflects a shift from traditional administrative practices to a more strategic and holistic approach
in managing human capital.

Table (1): Comparison Between (PM) and (HRM)

PM HRM
Temporal and Planning Aspect | - Focuses on short-term goals - | -Emphasizes long-term
Reactive approaches, objectives
temporary solutions -Proactive strategies
- Peripheral involvement. -Integrated planning
- Alignment with
organizational goals
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Psychological contract - Aims for conformity -Fostering loyalty among
employees

Control systems -Relies on external audits and | - Encourages self-regulation
external monitoring and autonomy

Employee relations perspective | -Adopts a pluralistic view - Takes a unitarist approach
-Focusing on collective - Prioritizing individual
engagement contributions
-Lower levels of trust - Fostering high levels of trust

Preferred structures / systems -Operates through bureaucratic | - Adopts organic structures
mechanical systems -Flexible roles

-Centralized control and
predefined roles
Functions Expert / professional - Integrates roles deeply within

line management

valuation standard - Focuses on minimizing costs | - Prioritizes maximizing human
resource potential through
practices like human asset

accounting.
Source: ( Tutar & Sarkhanov, 2020, p. 308)

The fundamental difference between personnel management and human resource management
lies in the nature of each; personnel management is concerned with the administrative aspect
and focuses primarily on employee affairs and their integration into the work environment.
Human resource management, on the other hand, represents a comprehensive modern approach
that is consistent with strategic management and aims to enhance the efficiency of human
resources, whether at the level of individuals or processes within the organization.

1-2 Work remotely

Remote work has become a defining feature of the modern workplace, reshaping how
organizations and employees communicate. It is understood and defined in various ways. One
definition describes remote work as “a working system in which work-related processes and
activities are carried out at a location other than the company headquarters.” Another
perspective explains it as “the completion of work by the use of various technological tools in
a place outside the work center”. (Bal & Bulgur, 2023, p. 376)

Despite the many benefits that remote work offers, there are significant challenges facing
employees and organizations alike. In this context, we will review the most prominent
opportunities provided by remote work, such as enhancing job independence and achieving a
balance between work and personal life, as well as reducing costs. At the same time, we will
discuss the challenges that may hinder the success of this model, such as the overlap between
work and home life, poor communication, and a sense of isolation among employees:
(Ofosuhene & others, 2022, pp. 06-07)
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1-2-1 Remote Work Opportunities

Remote work offers a range of opportunities that benefit employees and organizations, we
outline them as follows:

- Enhancing job independence: Remote work gives employees the freedom to choose when
and how they complete their tasks.

- Achieving work-life balance: Remote work helps employees balance professional and
personal commitments.

- Attracting and retaining talent: Telecommuting helps meet the needs of a generation that
prefers flexible work arrangements.

- Increasing productivity: Studies have shown that remote workers are 13% more productive
than office workers.

- Reducing costs for organizations: The flexibility of remote work helps reduce operational
costs.

- Improving overall employee health: Remote work reduces burnout and provides a healthier
environment.

- Reducing environmental pollution: Remote work contributes to reducing fossil fuel
consumption and greenhouse gas emissions.

- Achieving global economic savings: Remote work has saved billions of dollars in fuel
consumption and carbon emissions.

1-2-2 Remote Work Challenges

Despite the many benefits that remote work offers, it faces several challenges that affect
employees and organizations. Highlighting these challenges helps in understanding the
obstacles that need to be overcome to get the most out of this model.

- Interference between work and home life: like difficulty concentrating due to the presence
of family during work.

- High reliance on ICT, sometimes leading to poor communication efficiency.

Lack of face-to-face interaction despite video calls.

- Sense of loneliness and lack of belonging: as lack of social interaction compared to the
traditional work environment.

- Decreased collaboration and cooperation: difficulty building trust among remote team
members. decreased efficiency, collaboration and cooperation among remote workers.

- Impact on enthusiasm and loyalty: decreased enthusiasm and passion for the organization
due to lack of personal interaction.

- Challenges of career development: decreased opportunities for career development due to
lack of visibility of remote workers by their managers.

- Increased workload for managers: difficulty managing challenges resulting from lack of
effective communication between teams.
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2— Methods and Materials:
2-1 GitLab Experience:

GitLab is a leading “remote” software company with over 1,000 employees in over 60
countries. Its employees work from anywhere they choose and remotely except for the
company's annual gathering. (Choudhury & others, 2020, p. 01)

GitLab has been used at CERN since 2012 as a self-service code hosting and management
tool. The application, which is based on Git, provides features that enhance collaboration and
code review, making it a core component of CERN’s infrastructure. GitLab is widely used
there, with over 17,000 active users, over 120,000 projects, and over 5,000 processes per hour.
Initially, a custom solution was used to meet the needs. However, as the number of projects
expanded significantly, the workload increased, and continuous integration requirements
evolved, GitLab’s infrastructure became more complex and difficult to scale and maintain. As
a result, the decision was made to move to a new hybrid infrastructure powered by cloud
computing technology, which allowed CERN to improve GitLab’s architecture to align with
industry standards and best practices. This transformation has contributed to a stronger and
more efficient infrastructure, which has had a positive impact on all stages of work and
implementation. (Trobo & others, 2024, p. 01)

2-2 SWOT Analysis of Human Resource Management in a Remote Work Environment
Figure (1) presents a SWOT analysis of GitLab, highlighting its internal strengths and
weaknesses, as well as the external opportunities and threats it faces in the global market.

Figure (1): GitLab's SWOT Analysis

-Extensive platform usage coupled with - Fierce rivalry with major technology
exceptional customer. firms.
- Multi-cloud compatibility strategy. - Possible challenges linked to changes in
- Comprehensive DevSecOps integration. leadership.
- Innovation through Al-powered - Comparatively limited market presence
capabilities. relative to key competitors
- Flexible remote-first operational
framework.

Opportunities Threats
- Expanding demand in the DevSecOps - Intense competition from financially
industry. strong rivals such as Microsoft.

-Possible economic downturns impacting
- Rising integration of Al technologies in technology expenditure.

software development processes. - Fast-paced technological advancements
demanding constant innovation.

- Opportunities for growth in untapped - Threats related to cybersecurity and

market segments. concerns over data privacy.

- Ongoing efforts to upsell and cross-sell to
current customers.

Source: (Investing.com, 2024), Date of access: (06/01/2025, 10:00)
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Through the SWOT analysis, it is clear that GitLab has a number of competitive advantages
that support its position in the market, such as its ability to attract and retain customers, in
addition to innovation supported by artificial intelligence and compatibility with multiple cloud
platforms. It also has great opportunities for growth by taking advantage of the growing market
for DevSecOps, increasing the use of artificial intelligence in software development, as well as
expanding into new market segments.

On the other hand, there are some challenges that may affect the company's growth, such as
limited market share compared to major competitors, and security threats related to cyber and
data privacy. In addition, intense competition from companies such as Microsoft may represent
an obstacle to achieving expansion goals.

According to these factors, GitLab should enhance its strategies to expand its market share
and adapt to rapid changes in technology, while dealing with challenges related to leadership
and economic slowdown.

2-3 GitLab Customer Analysis: Segmentation by Services, Geographic and
Organizational Size
2-3-1 Gitlab Customer Analysis by Products and Services
The table n° (2) below shows the distribution of customers across a range of key technology
areas. Software development leads the list with the highest number of customers, followed by
machine learning and artificial intelligence. This table reflects the importance of these areas in
attracting customers and their interest in modern technology.

Table (2): Gitlab Customer Analysis by Products and Services

Field Customers

Software Development 1,128
Machine Learning 800
Artificial Intelligence 721
Big Data 672
DevOps 635
Consulting 568
Software 561

Source: (6sense, n.d.), Date of access: (12/01/2025, 21 :35)

The chart n° (2) which represents the data from table n° (2) shows the distribution of GitLab
customers by the areas in which they rely on its services and products. This distribution reflects
different customer priorities and shows the areas in which GitLab is gaining traction, as well as
areas that may represent opportunities for improvement or growth. Key areas include: software
development, machine learning, artificial intelligence, big data, DevOps, consulting, and
software.
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Figure (2): Gitlab Customer Analysis by Products and Services
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Source: (6sense, n.d.), processed using Excel 2016

The chart n° (2) shows that Software Development is the most used area for GitLab services,
with 1,128 customers, representing the majority of customers. This concentration reflects
GitLab’s strength in meeting the needs of software teams and the importance of its tools in code
management and continuous integration. Machine Learning follows with 800 customers,
indicating GitLab’s adoption in the areas of data analysis and model automation. Artificial
Intelligence also ranks third with 721 customers, reflecting GitLab’s adoption in developing Al
solutions.

Big Data records 672 customers, an indication of GitLab’s role in supporting teams working
on large-scale data processing. On the other hand, areas such as DevOps come with 635
customers and Consulting with 568 customers, indicating the importance of GitLab in
supporting deployments, infrastructure, and consulting solutions. Finally, the Software domain
appears with 561 clients, which is relatively low compared to other domains.

Based on this data, it can be seen that GitLab has a strong presence in new and advanced
technical domains, with opportunities to expand into less represented domains such as DevOps
and consulting, which could increase the platform’s value and strengthen its position in the
market.

2-3-2 Gitlab Customers by Geography

The following table n° (3) shows the distribution of the number of customers by country as
shown in the graph n° (3). The table n° (3) shows the large differences between countries in
terms of the number of customers, with the United States topping the list by a large margin.
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Table (3): Gitlab Customers by Geography

Country Number of Clients
United States 7,787
France 1,932
Germany 1,603
United Kingdom 1,476
India 1,324
Brazil 833
Canada 826

Source: (6sense, n.d.) ,Date of access: (12/01/2025, 21 :35)

The chart n° (3) below shows the distribution of GitLab customers by geographic location. The
data is from table n° (3). It shows the geographic concentration of customers across different
countries, reflecting the platform’s global reach. This distribution is an indicator of GitLab’s
strategies for reaching international markets and its performance in different regions.

Figure (3): Gitlab Customers by Geography
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Source: (6sense, n.d.) , processed using Excel 2016

The chart n° (3) shows that the United States accounts for the largest share of GitLab
customers, with 7,787 customers, indicating the platform’s significant presence in the world’s
largest technology market. France follows with 1,932 customers, indicating a strong reliance
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on GitLab in the European market. Germany comes in third with 1,603 customers, indicating
the platform’s strength in supporting technical teams in Germany.

On the other hand, the United Kingdom records 1,476 customers, followed by India with 1,324
customers, reflecting the increasing usage in the Asian market, especially in the fast-growing
technology sector in India. Brazil and Canada have 833 and 826 customers respectively,
indicating significant opportunities to expand GitLab’s presence in Latin American and North
American markets outside the US.

This geographic distribution reflects GitLab’s dominance in major markets with potential for
expansion into other untapped regions. Focusing on emerging markets or strengthening
presence in countries with fewer customers could be part of a future growth strategy.

2-3-3 Gitlab Customers by Employee Size

Table n° (4) shows the classification of GitLab customers by employee size, which is divided
into five categories based on the number of employees in the organization. This classification
provides a more detailed view of the company sizes using GitLab, helping to understand the
range of customers from very small companies (0-9 employees) to large enterprises (1,000-

4,999 employees).
Table (4): Gitlab Customers by Employee Size
Enterprise Classification Employee Size
Micro enterprises 0-9
Small enterprises 20- 49
Medium enterprises 100- 249
Upper-medium entreprises 250- 499
Large enterprises 1000-4999

Source: (6sense, n.d.) ,Date of access: (03/01/2025, 09 :25)

The data contained in table n° (4) are represented in figure n° (4). The chart N° (4) shows the
distribution of GitLab customers by organization size (number of employees). This analysis
helps understand the organizational segments that rely on GitLab, whether small, medium, or
large, which helps determine the appropriate marketing strategies for each segment.
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Figure (4): Gitlab Customers by Employee Size
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The chart n° (4) shows the diversity of GitLab customers in terms of organization size.
Companies with 100-249 employees account for the largest share, indicating that GitLab largely
caters to the needs of medium-sized companies. Small companies with 20-49 employees follow,
reflecting GitLab’s appeal to startups and small organizations seeking effective tools to manage
their projects.

Larger companies, such as those with 250-499 employees and 1,000-4,999 employees, show
lower levels of adoption of the platform. This may be an indication that larger organizations
may need additional features or custom solutions beyond GitLab’s existing services.

On the other hand, very small businesses (0-9 employees) represent a small percentage, which
may indicate that GitLab is less used by one-person projects or very small businesses that may
consider GitLab solutions to be larger than their needs.

This distribution highlights GitLab's strength in targeting medium and small businesses, with
potential opportunities to expand the customer base between large companies and smaller
startups.

3- Results and discussion

Available data confirms a positive relationship between GitLab’s product and service quality
and customer satisfaction across different geographic markets, which greatly supports the first
hypothesis. The numbers show a strong presence of the platform in advanced technology
sectors, with 1,128 software development customers, 800 machine learning customers, and 721
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artificial intelligence customers. These indicators reflect GitLab’s ability to provide high-
quality products and services that meet the needs of innovative and advanced sectors.

Moreover, GitLab’s success in attracting major global companies such as Huawei
Technologies and General Electric reflects the high level of trust that customers have in the
platform, which contributes to enhancing their satisfaction and loyalty in the long term.

The data supports the second hypothesis that geographic disparities impact GitLab adoption
rate due to different market needs and differentiated competition. The data shows GitLab’s
dominance in key markets such as the United States, which has the largest number of customers,
followed by France and Germany, reflecting its success in fulfilling the needs of these advanced
markets. However, the presence in emerging markets such as India and Brazil remains limited,
highlighting untapped potential for expansion. This uneven geographic distribution highlights
the importance of adopting targeted strategies to increase presence in emerging markets, as this
may maximize future growth and capitalize on promising opportunities in these regions.

The data supports the third hypothesis that GitLab faces challenges in expanding its customer
base among SMEs compared to large companies. The data shows that GitLab has a strong
presence among medium and small companies, which represent the largest segment of its
customers, reflecting the platform’s success in targeting these categories. However, the data
highlights challenges in attracting large companies, which often require more complex
customized solutions to meet their needs. There are also opportunities to target very small
companies that may be attracted by effective economic plans. These results emphasize the need
to develop more comprehensive marketing strategies and provide flexible solutions to expand
the customer base and enhance GitLab’s presence in all categories of companies.

4- Conclusion

In conclusion, GitLab’s experience stands out as a leading model in human resources
management in remote work environments, reflecting its ability to face the challenges imposed
by this environment and develop successful strategies to adapt to it. This study also shows that
GitLab has achieved remarkable success in targeting advanced technical sectors such as
software development, artificial intelligence, and machine learning, reflecting its strategies
directed towards innovation and technology.

The geographical distribution of customers reflects the platform’s dominance in major markets
such as the United States and Western Europe, with promising opportunities for expansion in
emerging markets such as Asia and Latin America. In terms of distribution by company size,
the data showed GitLab’s success in attracting medium and small companies, with potential
opportunities for expansion between large companies and smaller startups by developing
customized solutions that meet their different needs.

Recommendations
Based on these findings, the study recommends the following:
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- Continue investing in developing high-quality products and services that fulfill the needs of
advanced and emerging markets.

- Formulate specific strategies for emerging markets such as India and Brazil to increase
geographical presence.

- Provide flexible and customized solutions to attract very small and large enterprises that
require more distinctive technical needs.

- Invest in research and innovation to strengthen GitLab’s position in the market and maintain
competitive advantage.

General recommendations:
These recommendations provide a general framework for improving HR performance and
enhancing GitLab’s success in a remote work environment:

- Leveraging technology by using advanced HR management tools such as BambooHR or
Workday to enhance administrative processes. As well as applying artificial intelligence
techniques to analyze employee data and predict future needs.

- Addressing technical challenges by improving technical infrastructure to ensure fast internet
connectivity and security by enhancing data security through the implementation of advanced
protection procedures and training on security policies.

- To enhance communication and cultural integration, it is recommended to use advanced
communication tools such as Slack and Zoom, to ensure that information flows easily and
effectively. Virtual events and periodic meetings can also be organized to enhance cohesion
and harmony among employees.

- To build an organizational culture that supports remote work, it is recommended to enhance
transparency by clearly and publicly disseminating the organization’s goals. Adopting shared
values that enhance trust and self-responsibility among employees is essential to achieving
harmony.
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