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O U R U N D E R S TA N D I N G O F T H E S I T U A T I O N

T H E W O R K M O D E L A C R O S S I N D U S T R I E S WA S
FORCED TO CHANGE DUE TO GLOBAL
EVENTS.
A S C O M PA N I E S N O W P L A N F O R T H E I R
RETURN TO OFFICE, THEY NEED TO ADJUST
T O A N E W R E A L I T Y.

Page 2

YOUR PHILOSOPHY ON FLEXIBILITY?

Will you allow it, support it or champion
it?
Is it a privilege, a benefit or a right?
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EMERGING LESSONS FROM RETHINKING WORK MODELS
Missteps

Keys to success
Narrow
ambitions

Deeply understand
your workforce

Virtualize your
culture

A vision allows questions to be
asked “with purpose” and
expectations to be managed

Real estate savings and meeting
new employee expectations are
important but not the only
considerations

Identify what they need to be
successful and what will
motivate them as “whole
people” to work in new ways

Identify what makes you who you
are how you will sustain it in a
hybrid working model

Rethinking work
is broader than
remote work

Recency and
confirmation bias

Leadership
at all levels

Double-down on
change management

Bottom-up rather than
vision-led

Where employees work is only one of
many important decisions

Co-location isn’t just
“being in the office”
Co-location is about collaboration,
culture, learning and employee
experience
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Lockdown showed many activities
can be undertaken remotely but
doesn’t prove they should be

Assuming today’s
technology for
tomorrow’s needs
Technology and design options will
continue to evolve rapidly

Prepare and enable managers
to lead their teams to- and in- a
new normal

Focus on behavior
Identify which behaviors need
to stop, start or continue to make
new ways of working successful

The thoughts, feelings and experience
of those we ask to change make or
break transformations

Align space, people and
technology
Hybrid work models require
employees to work in new ways,
in new places and with new tools; all
three must be in harmony

OUR APPROACH

TRANSFORM AS YOU TRANSITION
GEAR 1

GEAR 2

(IN PROGRESS)
Reimagine the
work through a
future focused
transformation
Transition to a
safe physical
return to work

COVID-19 universally impacted the way companies think about the workplace and
dispelled myths about productivity and collaboration being central to a physical office.
Now, the opportunity and challenge is to rethink the workplace, re-define worker types,
and establish a future model for a flexible work environment. To transform as you
transition, organisations will focus on the need for flexibility by creating a comprehensive
program roadmap that will support a flexible environment for different Worker Types
across the employee lifecycle. There are six key considerations through the three
potential lenses as depicted below.

CULTURE & LEADERSHIP
Ensure that the organization supports purpose and culture with new ways
of working, building both mindset and skillset; focus on effectiveness of
remote leaders and the from-to behaviors needed to evolve.

WORKFORCE EXPERIENCE & ANALYTICS
PEOPLE

REMOTE WORK POSTIVE

TAX, PAYROLL & REGULATIONS

Determine how roles may change, and what new
opportunities will emerge, as a result of the new and
collaborative ways of working.

REAL ESTATE & WORKSPACE
Determine need for real estate footprint and use of space for meetings,
collaboration, ideation and work with customers. Consider additional RE
needs (i.e. hoteling, physical health and safety, disaster recovery sites).
Validate location needs, design, and expected usage of onsite space.
Establish home workspace provisioning and create “work from home“
approach including schedules, workspace reimbursement, and wellbeing.
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Establish measurement of productivity. Create a new listening
platform to ensure engagement and wellbeing, and enhance
experiential data to identify the experience enablement.

Assess tax, payroll and legal / regulatory / compliance
implications. Consider Cyber and resilience implications in
decision making.
PHYSICAL
SPACE

TECHNOLOGY

REMOTE WORK TECHNOLOGY
Establish needed home technology including internet standards,
laptops, headsets, and associated software for planning,
collaboration, file sharing, and video/audio conference and
training.

EMPLOYEE SURVEY 2021 – EMERGING TRENDS
(16,000+ RESPONSES)

Employees think they and their employees have responded well so far…
In spite of the challenges posed by the pandemic, employees remain positive about their work
•
•

86% of employees rate their job satisfaction at 6 or above on a scale of 1 to 10 ; 60% of employees rate their job satisfaction at 8+
93% of survey respondents are likely to “Stay” with their current organization for at least the following 12 months

Employees are broadly positive about the impact of remote working
•
•

49% of employees believe their company culture has changed and got better since the beginning of the pandemic (with a net +17% positive score)
70% agree that the productivity for their job can be accurately measured by their company irrespective of where they work

But they demand permanent flexibility going forward and are prepared to quit if they don’t get it…
►

►
►

►

9 out of 10 employees want flexibility in where and when they work
One third of employees want their employers to offer shorter working weeks
On average, employees want to work between 2 and 3 days remotely after the pandemic
A majority (53%) of employees are prepared to quit if they aren’t offered the flexibility they want; with Millennials 2x as likely as Baby Boomers to quit

Some things have changed permanently, but other pre-pandemic behaviors and preferences will remain…
►
►

Two-thirds of employees want to continue business travel post-pandemic (this was 49% in past survey)
A fifth of employees would still want to work fully (5+ days) in the office post-pandemic
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EMPLOYER VS. EMPLOYEE PERSPECTIVE ON
RETURN TO OFFICE
Employer thinking broadly mirrors that of employees, with some notable differences

Employer View

Employee Expectation

Culture and Productivity: Employers are more positive than employees with respect to company culture and productivity
Employers believe company culture has changed
and gotten better during the pandemic

72%

48%

Employees believe company culture has changed
and gotten better during the pandemic

Employers agree productivity of most jobs can be
accurately measured regardless of where
employees work

82%

67%

Employees agree that the productivity for their
job can be accurately measured by their company
irrespective of where they work

Flexibility is the new normal: Employers and employees view flexibility as a key parameter in the post pandemic world
Employers agree on the need to provide
flexibility in where/when employees work
Employers have implemented or plan to
implement condensed workweek options

~80%
56%

~90%

Employees want flexibility in where and when they
work

38%

Employees want to be offered shorter working
weeks by their employers

Business Travel: There is a tension between employees’ views and employers expectation with regards to business travel
Employers anticipate a moderate to significant
decrease in business travel post-pandemic
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51%

66%

Employees want to continue business travel postpandemic

HOWEVER, EMPLOYERS ARE ALSO CONCERNED ABOUT A
N U M B E R O F R I S KS A N D W I L L N E E D T O TA K E N EC ES SA RY
A CT I O N S T O ESTA B L I S H A S M O OT H T RA N S I T I O N
Which of the following risks are you most concerned about?
Establishing fairness/equity of the new approaches to working with some
jobs requiring fixed location/schedule

45%

Maintaining the ability to retain talent and provide flexibility to employees

43%

Maintaining culture/creativity/collaboration

40%

Developing next-generation talent

39%

Establishing and measuring productivity

36%

Upskilling/ reskilling employees for new ways of working

30%

Supporting employee wellbeing (i.e., physical, emotional and social)

28%

Adopting new technologies to support seamless work

28%

Addressing risk for tax compliance for working from anywhere

25%

Trade-off between access to global talent and risk of remote work
Remote viability of roles and the logic of employee segmentation
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14%
8%

BASED ON EY’S EXPERIENCE, THERE ARE 5 KEY
WORKPLACE ARCHETYPES
Work as a Place
‘The Office’ is ‘work’

Office as Anchor

Office as Connector

Office as a Magnet

Work as an Activity

‘The Office’ optimally connects
different modes of work, and
employee segments, to each
other

‘The Office’ is not central to work,
but is at the centre of
organizational development and
regularly draws people together

‘The Office’ is not an important
part of work. Space is fluid and
virtual effectiveness is everything

•

Office(s) located & sized for a
combination of client and on
premise work/teaming.
Scheduling to manage space
optimally combined with shared
offices for project based needs.

•

Office(s) located & sized for a
combination of client and on
premise work/teaming.
Scheduling to manage space
optimally combined with shared
offices for project based needs.

•

No (or very small) offices.
Shared offices or venue hire
when required and all work full
remote with employees working
from anywhere if legal/tax
compliant

•

Co-location is a strong, but not
dominant component of
working experience for a range
of employee segments with
different forms of relationships
to the office. Not all reside in
commutable range.

•

Regular Co-location is
important but a minority aspect
of working experience and most
are primarily remote with some
segments full and distant.

•

Co-location is the exception.
Full range of flexible work
options by policy / per role
including job sharing

Full range of flexible work
options by policy / per role.

•

•

Geographical limitation is
removed with global workforce
composition

•

Some level of geographical
limitation breakthrough in
embracing non-local workforce.

‘The Office’ is central to work and
organizational effectiveness but
with greater degrees and types of
remote work in place

•

Large centralized office or
campuses synonymous with
brands and able to cater to all
employees.

•

Centralized or connected office
or campuses able to cater to
substantial portions of the
workforce at the same time.

•

Co-location is the dominant way
work is undertaken with limited
(1-2 days) of ‘working from
home’ permitted within policy
and managerial bounds.

•

Co-location is the dominant way
work is undertaken for most,
but not all, with a combination
of those working some of the
time ‘from home’ and others
(particularly non-client serving
or administrative) primarily or
full time remote.

•

On-Premises

Flexible work arrangements are
more common.

Hybrid

Models

Off-Premises
(Local – Global)

KEY DEMOGRAPHIC CHARACTERISTICS OF THE THREE
MAJOR INDEX PERSONAS
Attributes such as generation, job role and caregiving responsibilities influence employee choices
Office Loyalists
(Falling in the first category)

Are most likely to be women

51% vs 45% Hybrid Hopeful &
43% Remote Ready

1.4x more likely to

belong to Gen X (born 1965-80)

43% vs 30% Overall

(Falling in the second category)

Are most evenly split between
men and women

54%/46% men/women
Are evenly split between
older and younger generations,
with 49% born before 1980
and 51% born after 1980

Remote Ready
(Falling in the third category)

Are most likely to have
caregiving responsibilities

52% vs 40% Hybrid Hopeful &
32% Office Loyalist

Are most likely to describe their
organisational culture as focussed
on Quality & Innovation

53% vs 44% Hybrid Hopeful &
34% Office Loyalists

Do not have caregiving
responsibilities

Do not have caregiving
responsibilities

Have at least a 30 min commute
to the office (16% at least 1 hour)

69% vs 51% Overall

60% vs 51% Overall

61% vs 55% Overall

Are individual contributors
(job level)

Are evenly split between being
either managers/leaders 49% &
individual contributors 51%

69% vs 45% Overall
1.7x more likely to
have a customer facing
organization culture

41% vs 24% Overall
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Hybrid Hopeful

Are most likely to work in Banking
& Financial Services or Technology

1/3 work in these sectors vs
25% overall

Are evenly split between being
“essential” 50% and “nonessential” 50% employees
during COVID-19

Are interested in relocating

71% vs 61% Overall

DESIGN CONSIDERATIONS – PEOPLE AT THE CENTER

Anchor design decisions in a comprehensive understanding of your people’s individual, relational, and environmental experience.
Employees want to know they matter. This means listening, understanding and adapting to shifting behaviors, values and needs. It means higher degrees of
personalization, predictability and authenticity. A high fidelity listening strategy offers ongoing insight into what people are experiencing so that
organizations can “fill the white space” between hire and exit. These insights will help drive engagement, communications, and overall talent strategies.

Individual

What we’re trying to
achieve

ME Considerations

What we’re
about

Who we
work with
How you reward/
incent us

Our tools and
technology

What we do
each day

How I think, feel, learn,
change, grow

Relational

How we use our
space

RELATIONAL

INDIVIDUAL

How do we work?

How do I fit in? How does work
fit into my life?
How I experience our
workplace and enterprise

How we are
known/
what we
promise

How our function/
area works

Who we serve

Where
we work
How we
do work

How we handle
information

Tone at
the top
How we’re
organized

What you ask us to
achieve

Our tolerance
for risk

ENVIRONMENT
How do we operate?

What we learn/how
we grow

How we use technology
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• Stay engaged and motivated
• Be and feel connected
• Feel valued and heard

How we make
decisions

WE Considerations
• Have tools to collaborate
• Expectations of success are clear
• Incentivized and recognized

Environment
HERE AND NOW Considerations
• Policies and procedures enable the new
way of working
• Leadership provides support
• The environment enables teams to
execute on their expectations

Remote Work is Here to Stay – Build trust through engagement
The pandemic has accelerated trends towards remote work arrangements.
Everyday more companies are transitioning to a remote model, but this new reality is not without its challenges.
Business leaders now face the task of maintaining employee engagement and sustaining cohesiveness in this remote
environment where employees are struggling to feel effective, engaged and connected.
70.5 percent of
employees report
negative work
effectiveness

50.4 percent of
employees report
feeling disengaged

57.6 percent of
employees say that
they are “struggling”
to focus on work
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20 percent of
employees say
they feel lonely

The Challenges of Remote Work are Felt Across Business Dimensions
The challenges of remote work are felt at the Me as an individual level, at the level of Us as a team and by the entire organization as
characterized by Our Working World. The types of behaviors and enablers needed to overcome them are similarly classified.

Me: Working as an Individual

Employees feel
isolated and as
though they are
fighting alone
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With so many
competing
demands for time
and attention,
employees find it
harder than ever
to focus on their
own needs

Employees have
lost confidence
on any actions as
they do not see
how their
opinions are
presented

Us: Working as a Team

Leaders are not
clear on how to
lead through
ambiguous
circumstances

Teams find it
harder to connect
and collaborate

Employees don’t
understand how
their work is
contributing to
the larger picture
and do not feel
they are being
rewarded or
recognized for
their
contributions

Our Working World

In a remote
environment
employees do not
feel equipped to
do their jobs

Work/life
imbalance (due to
‘Always On’
Culture and a lack
of clear
boundaries)

Unexpected
working
arrangements
result in
distractions for
employees

Enabling Behaviours That Help To Address Remote Work Challenges
Focusing on key behaviours set the foundation for individual and collective success by creating the right conditions for people to
succeed. This is done by enabling the behaviours below that leaders and employees must embrace on their path to a new normal.

Me: Working as an Individual

Behaviours that
need to be
exhibited by
leaders and
employees for
remote work
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Us: Working as a Team

Our Working World

Listening

Connecting

Flexibility

Listening behaviours help facilitate conversation
and makes the receiving party feel supported.

Connective behaviours inspire and elicit a positive
reaction in another person through that person’s
support and reliance.

Flexibility supports work / life balance and
provides space and leeway.

Mindfulness

Recognition

Empowerment

Mindfulness allows us to cope mentally and
emotionally through a situation, given awareness
of emotional reactions and behaviours of those
around us.

Recognition acknowledges the value brought by
another person due to their contribution.

Empowerment promotes a sense of confidence in
another person’s work by giving them control and
allowing them to exercise judgement.

Inclusiveness

Transparency

Empathy

Inclusive behaviours foster a culture and mindset
in others that make them feel like they belong and
feel valued.

Transparent behaviours drive honesty and open
communication.

Empathy allows us to understand or feel what is
experienced by another person by placing us in
their position.

Q&A
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EY | Assurance | Tax | Strategy and Transactions | Consulting
About EY
EY is a global leader in assurance, tax, transaction and advisory services.
The insights and quality services we deliver help build trust and confidence in
the capital markets and in economies the world over. We develop
outstanding leaders who team to deliver on our promises to all of our
stakeholders. In so doing, we play a critical role in building a better working
world for our people, for our clients and for our communities.
EY refers to the global organization, and may refer to one or more, of the
member firms of Ernst & Young Global Limited, each of which is a separate
legal entity. Ernst & Young Global Limited, a UK company limited by
guarantee, does not provide services to clients. Information about how
EY collects and uses personal data and a description of the rights individuals
have under data protection legislation are available via ey.com/privacy.
For more information about our organization, please visit ey.com.
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publication.
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