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This research evidence is a part of an ongoing
individual project focusing on exploring the topic
of remote working through various research
methodologies, finding insights and cracking the
challenge.

ROLE

Service designer
DURATION

5 months (til December 2020)

CONTEXT /
BACKGROUND

Trends – The trend of people moving to urban
centres, Urbanisation, will slow down,
as the traditional working in the office
shifts to working from home which
considered a new normal. The trend of
remote working is accelerating
because of the pandemic, COVID–19,
and highly possibly to continue after
this novel wears off as now companies
are forced to make remote working
as the standard operating procedure.
(Guyot & Sawhill, 2020)
Remote working is a growing trend
of the modern workplace, as 61%
of global companies currently have
some sort of remote working policy
(Merchant Savvy, 2020), which allows
employees to work anywhere usually
with the help of digital technology.
(Travis, 2020)
From employee’s perspectives, remote
working benefits them individually in
terms of better balance in work-life,
increase in productivity and focus,
reduce stress, and no commute
required. (OWLLabs, 2019)

“It allows us to look
for new talent in
locations where
maybe we haven’t
before, and tap into
talent pools across
the country”
- Mona Malone,
Chief Human Resources Officer

“Remote work is a
work arrangement
in which employees
do not commute or
travel (e.g. by bus or
car, etc.) to
a central place of
work.”
- John Maeda,
Chief Experience Officer

Individual’s – According to the research from State of remote work 2019, most of the
loneliness concerns from the managers to their remote workers are reduction in
productivity and whether works are getting done but ignoring the other
challenges that remote workers are facing which are loneliness and isolation.
(OWLLabs, 2019)
Loneliness is one of the health crisis in the workplace that we are facing before
the pandemic. Because of the priority in the working culture that values wealth,
power, and reputation over their employee’s loneliness, overworking, and
careers. As meaningful interactions between colleagues are not considered as
essential in the workplace, it affects an individual’s performance in terms of
productivity and creativity in the long run.
There are multiple peaks of loneliness through life but one of the greatest peaks
is during adolescence and young adulthood, which can be considered as working
ages, even these generations are connected virtually by technology.
(Murthy, 2020)

Support from – Under UK health and safety legislation, the employer has a legal responsibility
the company to protect the health and safety, considering physical and mental health
concerning a feeling of disconnected, abandoned, or isolated, of all workers and
that includes remote workers whether it is temporary or permanent.
(WorksafeUK, 2019)
As the interaction across the team is reduced and employees feel less belonging
to the organisation while working remotely, the suggestions to support
the remote workers are not only focusing on productivity but also people,
encouraging managers to provide the opportunities for remote social interaction
and offer emotional support. (Larson, Vroman & Makarius, 2020)
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22%

telecommuters say that
‘switching off’ after work
is their biggest challenge

DISCOVERY

Discovery #1
Daily remote working “How I Work
From Home?”
(Cultural Probes)
Purpose
Documenting and evaluating physical
workspace
Medium
Instagram
Participants
18
– I created a template for collecting
data by illustrating a simple individual
working area and leave blank spaces
with the question on top of each to be
filled in by drawing or using gif, text,
or emoji. The questions include the
working time, software or programme
for work, also extra stuff which is
food, drink, and music. I also asked
the users to tag their team as a means
to make it connecting and engaging.

Findings from this research
– The longer working hours in a day.
They enjoyed the research because it
is a quick escape from work as they
have sat in front of the screen all day.

What to investigate more
– What are the advantages and
disadvantages when working remotely
(comparing with working at the office)
in a normal situation, not during
a pandemic?

Discovery #2
Brainstorming
(Open collaborative board)
Purpose
Collecting perspectives towards
working at the office and working
remote
Medium
MURAL
Participants
10

– I created an open collaborative
board for brainstorming with users on
MURAL by sending them the link and
ask them to stick post-its whenever
they are available by asking questions:
- What is working at the office?
“Interaction is always better”
“be able to promptly discuss with
others”
“Interact and build relationship with ur
boss and colleague”
- What is remote working?
“team can manage working place to fit
working process and team member’s
life”
“Run out of energy when u have to
stand by after working hours”
“working all the day at home may
affect relationship in family”
“Singing out loud while working”
- What can be applied for both?
“Working routine”
“Achieve work life balanced if your
culture organization fits your lifestyle”
“can manage your time and schedule
by yourself/or plan together in your
team”
Apart from collecting data from
brainstorming in MURAL, I also
gathered data from Twitter and
Instagram concerning perspective
towards working at the office and
remote working, then clustered them
into themes for each way of working.

Medium
Twitter and Instagram

From Twitter

Samples
Twitter - 26
Instagram - 24

What are the benefits of
working at the office that can’t
be found in working remotely?

What are thebenefits of
working remotely that can’t be
found in the office?
- More job opportunity
- Flexibility and freedom
- Home emotional support
- No commute Time-saving
- Peace and concentration
- Be evaluated from
the performance
- More independent

What to investigate more
Finding design opportunities
during the working routine of
the users (journey).

From Instagram

- Solid working hours and space
- No domestic distraction
- Scenery changing gives a sense
of travelling
- Office working atmosphere
- Productivity is visible
- Physical fast communication
and interaction
- Socialising (besides workrelated)

Discovery #3
Interview for journeys of working at
the office and working remotely
(in a normal situation)
Purpose
Plotting the journey of remote workers
(time-based)
Medium
Zoom/call with real-time visualising on
MURAL
Participants
6

Belle,
Art Director,
Creative Agency

Kate,
Sales &
Graphic Designer

:–)

Noi,
Designer,
Design Agency

Bungkee,
Service Designer,
Design Agency

– I let the interviewers talked through
their journeys concerning time,
activities, and touch-points while
visualising them on MURAL. After that,
I asked which are the moments you like
and dislike in each way of working on a
daily basis? and which way of working
works better for you?

Maria,
Sales,
Multinational Corporation

Pat,
Digital Marketing,
Tech Start-up

At the end of the interview, I asked
them to give a metaphor that
represents each way of working
because I think it might be useful to
use some of them as a theme when I
start developing my design concept.

INSIGHTS

/ Working from home for too long results in work life and
home life cannot be separated, which leads to burnout of
work. (-)
/ Remote working decreases the sense of belonging towards
the company, as they feel excluded, and less connected
which may lead to turning over of work in the future. (-)
/ Socialising moments that allow you to take a short break
from work, uplifting your mood.

“How do we fit work in a family?”
“I’m trying to separate work from
life.”
“I love a coffee break with
colleagues.”
“I have a woman collective chat with
my colleagues in the afternoon when
I work at the office.”

GOAL

/
/
/
/
/

Balancing work-life
Enhancing healthy remote working
Cultivating teamwork
Increasing connectivity
Cultivating sense of achievement

HYPOTHESIS

How might we support a remote
worker to stay connect with the
team?
How might we help
remote workers to set their healthy
culture while working remotely?
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