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Helping people adjust
to remote working
1. Understand what people need

4. Persuade with caution

We are social and collaborative beings by nature.
But collaborating through a computer screen isn’t
exactly natural. We can evolve. With a little help
and some practice, it will soon be second nature.

When we’re in crisis mode, we tend to make snap
judgments about whom to trust and our heightened
anxiety makes us wary of persuasion. Be open,
honest and extra cautious with language that could
be misinterpreted, and avoid aggressive attempts to
persuade or influence others.

2. Respect the moment of crisis
Humans quickly switch to “crisis mode” in times of
high stress and uncertainty. Be understanding and
empathetic. The cognitive resources we rely on to
do our jobs are hijacked, which means we’re
operating with limited capacity and in unusual
circumstances.

3. Be warm and conversational
Without sub-verbal social cues that go with
in-person meetings, the words we choose become
important. People can’t feel the warmth of your
presence through a computer screen, so make
an extra effort to be warm with your language.
Keeping things compassionate and conversational
helps build trust.

5. Stretch the time horizon
When in crisis mode, we have a tendency to
focus on the short term. Remind your teammates
to stretch from thinking about hours and days to
thinking weeks and months. This can prevent
us from making short-term decisions that we
may regret.

6. Emphasize social connection
Our ancestors’ strongest safety net was the
support of their community. You have a support
group, too, so check in with teammates and
colleagues often. Remember that we're all in
this together.

Virtual collaboration
that works
Set up group chats for
working teams
Stay connected to project teams
throughout the day by using Google
Hangouts or other online chat
programs to create group threads
and team chat rooms. It’s a great
way to ask questions that come up
during the day, share resources and
discuss life.

Treat time zones fairly
Teams and customers are spread
across the country and around the
globe. Don’t forget that when setting
meeting times.

Set service standards

Turn your camera on

Understand everyone’s working
times, availability at home and
agreed-upon response times to
emails and chats. Set clear team
norms around methods of
communication. Respect others’
boundaries and capacity to respond.
Showing empathy for everyone’s
working conditions goes a long way.

We can all be accessible using video
conferencing with Google Meet,
Microsoft Teams, Zoom or Skype.
Make sure to use your camera.
Seeing each other during meetings
helps with social bonds and conveys
sub-verbal cues.

Work together,
sometimes in silence

Organize daily stand-up with
your team and individuals

Set up audio/video working sessions
so you’re not working alone.
Questions are answered in real time,
ideas flow freely and it’s fun. Being
silent is okay, as it’s sometimes nice
knowing someone else is there.

Daily stand ups are good times to
assess what’s working and ask
people how they’re feeling. Try
holding one at the start and end of
the day. Discuss work underway,
successes, challenges and potential
solutions.

Conduct periodic
team retrospectives

Keep track of
what needs to be done

Strengthen team chemistry and
performance by reflecting the good
and the bad within a specific time
frame. Build a collaborative action
plan, assign owners and commit to
implementing tactics to improve over
time.

When we’re remote, project tracking
tools are helpful to keep everyone
accountable and on target. Use
note-taking software to keep on top of
tasks, timelines, deadlines and
status. Use other tools to track
project progress and store
documentation.

Healthy habits
working from home
Physical space

Routine

Set up a designated work area that’s
comfortable and ergonomic. A
separate room is ideal, but not
necessary, as it’s more important to
have a spot that can become your
“home office.”

Working from home doesn’t mean
you can’t stick to a normal routine.
Get up and get ready for the day the
same as you would heading into your
office, including personal hygiene
routines, getting dressed, etc. We
suggest separating work and
personal time, including meal times.
Share your schedule with your family
so they know what to expect.

Physical and mental health
Schedule breaks, walks and even
time to drink water. Don’t forget to
make time to listen to music, meditate
or relax. Stay digitally connected to
friends, family and coworkers. And if
you feel like you have too much to
do, ask for help. If you’re feeling
overwhelmed, find out if your
organization has an employee
assistance program, or check out our
Be well, work well page for ideas on
physical, emotional, mental and
spiritual well-being.

Focus
Sometimes staying focused is
difficult. Try breaking work into
chunks of time and then concentrate
only on those tasks. And if you find
yourself spending too much time
looking at internet memes, you may
want to limit when you check social
media and personal email.

Working virtually
with customers
Running an effective meeting
Forget the smoke and mirrors. If your
content isn’t compelling, no amount of virtual
technology or stunts will win the day.
Get to the point. Deliver value for the
customer within 30 to 60 seconds of your
introductory statements.
Think about your surroundings when
presenting. What’s the backdrop when your
camera is on?
Dedicate someone to take notes. Graphic
recorders (scribes) are able to work virtually,
and have them share their notes and screen
if appropriate.

Be prepared. Prepare all instructions,
overall session “ways of working” and
session debriefs to be sharper and quicker
when working virtually.
Call people by name. Do this more often
than you would in person as it invites them
to listen.
Meeting size matters. Establish standards
around how long to wait for latecomers, how
to bring people up to speed and how to
manage large groups in a virtual meeting.
Communicate as early as possible. Share
the agenda—in advance if possible—and
include it in the meeting invite if the
technology allows.

Working virtually
with customers
Technology considerations
Don’t assume the technology works. Practise with
the technology and have backup plans ready.
Understand your customer’s technology. Find out
if the customer needs you to use their technology.
Have you used those platforms? Does their
technology require plugins? Will they work on your
computers? Test it out in advance.
Use the technology to its fullest to grab the asset
for later use. Screen grabs and stored assets are
great ways to create follow-up opportunities and
conversations.
Create a virtual team room. Open a virtual team
room each day during the agreed-upon working hours
that will allow the team and customer to ask questions
and stay connected throughout the day.

Virtual workshops
Five principles to make virtual experiences work
1. Engage early and
prepare like never before
Pre-engagement and preparation are important for
virtual sessions. It’s a good idea to send participants
a pre-session kit—including information on how to
test their technology, how to participate fully and
other elements for use in the session.
Make sure each person is prepared and design your
experience to let people participate as much as they
would if they were there in person.

2. Design for people
The magic of collaboration comes from the people
participating. So make sure any technology you use
makes engagement easier and more enjoyable.
Try multiple methods of facilitation, such as small
group activities among virtual teams, whole-group
facilitated conversations and interactive whiteboards
and gamification techniques. Remember, it’s okay to
iterate. So if some techniques don’t work as well as
you want, modify them to suit your needs. Or better
yet, try something else.

3. Inhabit the same space
We all know the value of having everyone in the
same room. When it comes to a virtual session, it’s
just as important. You don’t want your participants to
feel alienated. The solution? Use only virtual
workspaces so everything people need is on the
screen. This gives everyone equal access to the
same virtual world and will lead to much better and
more successful meetings.

4. Be democratic
In a physical environment, it’s easy to notice when
people want to contribute and what’s required to
keep a group on track to achieve the outcomes of
the session. It can be more difficult in a virtual
session.
Experienced facilitators actively guide discussion to
make sure everyone has equal access and
opportunity to be heard. This creates confidence in
the value of the session and promotes active
participation by all individuals, accelerating progress
and alignment to outcomes.

5. Deliver an experience
Distraction is a constant threat in virtual meetings.
People dial in from remote locations, so it’s hard to
control the distractions, such as kids, pets and
social media.
Design your session to be highly experiential and
engaging. Make every interaction count, including
the meeting invitation, finding the optimal length of
the session and the range of experiences
throughout the session.
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