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Executive Summary  

To employees and managers of any business: Working from home is no longer a privilege but 

mandatory to keep our friends, family and coworkers safe. Having key strategies to successfully 

navigate working from home during the Covid-19 pandemic will make the difference between 

your business surviving, failing or thriving. 

• Introduction 

• Can Employees work from anywhere? 

• Embracing Technology 

• The importance of stable internet from a generational perspective 

• Increased productivity and Strategies for working remotely 

• The good and bad of working remotely 

• Positive things found when working remotely 

• Zoom 

• Conclusion 

• References 

ABC Wireless is the company utilized for this white paper with a discussion around how to better 

work from home during the pandemic. ABC wireless is the largest wireless carrier with the best 

nationwide network according to independent studies. On March 20th, Covid-19 forced 3.5 billion 

people globally to work from home. Managers and employees both need assistance with adjusting 

to this new virtual reality of working from home. Each of us will be sharing their new work space 

with family, kids and many distractions not typically present in the office. Employees and 

managers are both presented with the opportunity to improve their remote working environment. 

Each of us has the ability to produce a result that provides higher job satisfaction and increased 

productivity if handled correctly.  

By maximizing technology to help each of us adjust while avoiding a feeling of isolation we can 

pave the way to a successful future of working remotely. Utilizing a few key strategies of creating 

a highly productive home office we can reap the benefits of increased productivity typically found 

when working from home. These benefits can be realized through time management, having a 

dedicated workspace, setting boundaries, focusing on productivity and team management. As the 

industry leader in wireless communication ABC wireless is truly ready to face the challenges 

created by covid-19 and provide the same solution to any business. By pushing forward with these 

strategies’ ABC wireless and it customer will not only survive, but thrive in the new reality that 

we are all faced with caused by Covid-19. 
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Introduction 

There are many things to be concerned about with COVID-19 that go beyond health concerns. 

Mental health, privacy concerns, heath care workers being pushed to the limit watching suffering 

and death as they never imagined. (Oakman, Kinsman, Stuckey, Graham, Weale, 2020) In 

November of 2020 nearly 2.5 million lives had been lost to COVID-19. 230,00 health care workers 

contracted COVID-19 caring for patients. (Hertel, 2020). Private citizens are be tracked via GPS, 

cell towers and blue tooth, normally considered an invasion of privacy but allowed with the 

purpose of saving lives. (Allison, 2020)  

What will be the long-term cost to our economy and psychological well-being as consequences of 

the COVID-19 pandemic. Increased anxiety has been sampled around the world and because of 

the pressing need of keeping people from contacting COVID-19. According to surveys conducted 

by BMC public health many people state they enjoy working from home but also report higher 

rates of exhaustion and decreased happiness due to not being able to separate work and personal 

time. When surveyed 77% stated they would like to continue working from home. (Feitelberg, 

Lockwood, 2020). Technology provides a solution for stopping the spread of COVID-19 (Aoun, 

2020). For the purpose of this white paper, I have chosen to focus primarily on the challenges of 

one individual working from home, Jim at ABC Wireless. (Ivbijaro, Brooks, Kolkiewicz, Sunkel, 

Long, 2020) 

Since March of 2020, each of us are faced with the challenge and opportunity to improve our skill 

sets working remotely. Jim struggles not interacting in person with people on a daily basis. Until 

recently, many saw little significance in their normal daily in person interactions. Jim draws energy 
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from simple in person conversations with strangers and coworkers. Energized by engaging with a 

stranger and his ability to develop a friendly rapport. This is one of the reasons why Jim enjoyed 

working with others, first in sales for 10 years, then sales support, customer service and technical 

support for the next 16 years. It has been challenging to have any level or energy or excitement 

communicating remotely when compared to communicating in person.  

Working remotely requires a different skill set than working in person. A strategy and structured 

approach are required to successfully navigate through the remote world each of us finds ourselves 

in. When speaking in person,  conversation flows effortlessly. Jim’s comfort and enthusiasm with 

speaking to strangers one on one has helped him both personally and professionally. He enjoys 

getting to know people and connecting on a meaningful level. Interacting with others virtually on 

zoom requires much greater thought and deliberate action. There are some key strategies he wishes 

to explore in developing a skill set towards working more effectively in a remote environment. 

(Dignen, 2020) 

 

Background/problem   

Can employees work from anywhere? 

Being forced to work remotely left most of us with more questions than answers. How does 

someone work remotely? How do remote employees prevent isolation and create a purpose? How 

do employees prioritize and separate work from their personal life? How can employees be trusted 

to do what they are supposed to do without manager supervision?  
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Pre-COVID-19, almost everyone believed or pretended that working remotely could be done 

anywhere.  It’s a lie that we told each other to give ourselves the freedom to do what we wanted 

when we wanted. The primary keys to working effectively are focus, efficiency and reliability. But 

in actuality most of us are incapable of being as productive, just anywhere. The traditional office 

and home office are the most productive environments for work. With all the tools for success 

including a dedicated work space, high speed internet, desk and docking work station, mouse, a 

comfortable ergonomic chair and lack of distractions. When working outside of the office or home 

office we typically do not have a mouse, there are many interruptions, struggles with lack the focus 

or bandwidth to complete our normal office work. Employees should only be allowed to work in 

two places, the office and home office. (Blitz, 2019) 

Jim works for ABC wireless which is the largest cell phone company in the United States. Prior to 

COVID-19 Jim spent 70% of his time in customer offices installing cell phone equipment, 

migrating end user data, assisting with exchange email set up and setting up company mobile 

device management systems on cell phones. Jim has found that working remotely comes with an 

entirely new set of challenges not previously experienced prior to Covid-19. In the beginning, 

working from home led to stress and feeling of isolation due to the lack of normal coworker 

interactions. In the office problems are often resolved in a very informal manner. Someone from 

IT would walk by his desk a half dozen times during the day, conversation occurred naturally 

which provided the opportunity for a quick question and solution. Questions about an ongoing 

project with a team member can be asked while crossing paths in the break room. This 

communication and resolutions occur by chance without much thought or effort. Working 

remotely often requires the formal step of opening an IT ticket or scheduling an appointment to 

discuss project concerns when compared to an in-person office environment. (Dignen, 2020) 

Prior to COVID-19 Jim’s team was a specialized group of 14 employees and their job fell into few 

categories which included onsite installations, processing business sales transactions and general 

trouble shooting. Since ABC wireless is the largest provider of wireless equipment in the industry, 

most team members were primarily busy doing customer installations 75% or more of the time. 

The make-up of the team had unique skill sets with past experience in business sales, technical 

support, customer service and finance. In contrast most other employees within the company 

exclusively processed sales transactions for ABC wireless. Jim’s team members were all chosen 

not only for the well-rounded understanding of the company’s business processes and transactions 

but also their people skills. This specialized team had extensive training and experience in all 

aspects of the busines including supporting customer technical issues, billing and sales needs. 

Employee tenures of the team range from 5 years to over 25 years. On March or 2020 the world 

changed for everyone. 

Prior to COVID-19 many people were already working from home or remotely. Many of the 

challenges faced prior were identical to those faced by employees working from home today with 

the exception that going out to socialize personally and professionally are no longer an option. 

Some of the challenges included, isolation, technology challenges both equipment, hardware, 

employee, IT support, a designated work space along with sticking to a regular work schedule. 

While many can adjust immediately to working from home others experience challenges with 

some or all of the items listed above. The largest challenges Jim faced with working exclusively 

from home was the lack of social interaction. Knowing where people are at emotionally or their 
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mood was something that came very naturally to him in person through tone of voice, facial 

expressions or body language. Working remotely takes away these normal communication cues. 

Combining that with isolation made Jim feel as if he was not part of the team. Post COVID-19, 

little was done by management to ensure that employees were doing well working from home. 

Since each of his team members already worked from a few days a month switching to 100% work 

from home was not that large of a shift since each of them already had the technology to do so. 

But, working from home three or four days a month is significantly different than 100%. (Cook, 

2019) What can be done to help make working from home long term easier for employees? Below 

are a few Key concepts to made working from home a little easier for Jim and his team. 

Solutions 

Embracing technology 

In the beginning of COVID-19, Jim began detailed research on working remotely. (Cook, 2019). 

One book he found discussed benefits and challenges of working from home. He was looking at 

ways in which technology could help improve his communication as a remote worker and adapt 

as a remote manager. In addition, he was looking for pointers on working from home and how to 

prepare. Things are truly different in his role than they were previously. In person equipment 

installs have become virtual installations. While this is not an ideal long-term solution since it 

requires putting most of the burden on the customer to do everything. But in the long run this 

change will lead towards more flexibility in how his work can been done remotely and not always 

require he be onsite to support customers.  

The importance of a stable internet connection from a generational perspective 

In his research, Jim discovered having a stable internet connection was determined to be the most 

significant stumbling block that most employees had when working remotely. Internet providers 

prior to COVID-19 were not faced with the massive volume of band width required after business 

moved the majority of their workforce to their homes. Jim and his team members often experienced 

slow internet speeds, lag time in internet and even loss of connection. When working remotely the 

internet is key to effectively working from home and a fundamental part of making someone 

productive and successful. Employee surveys found that only 40% of ABC Wireless felt the 

company was not doing enough to support a long-term work from home strategy.  

The primary concern voiced by himself and most employees was that a stable internet connection 

was required to work remotely long term. The survey fell into two groups that stated they were 

impacted most by a lack of in person communication. Predictably 35% of baby boomers felt the 

lack of in person communication was one of the concerns they rated most highly. Surprisingly Gen 

Z rated the lack of in person communication even higher than baby boomers at 43%. Jim also felt 

the same in regards to company support of a stable internet connection. While some employees 

lived in states that required additional financial support from the company for internet connectivity 

to employees when working from home, Jim’s state did not require companies to pay for internet. 

Jim was forced to make financial improvements to his home internet out of his own pocket to 

address the concerns of having a stable internet connection. While his company already provided 

all the technological tools required to work from home on occasion, he found that he was lacking 
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in any additional support, following the pandemic when it came to internet speed or reliability. 

(Gee, 2021 

 

(Mirela, B. (2020) 

Increased Productivity and strategies for working remotely 

Prior to 2020 43% of Americans worked from home occasionally. COVID-19 forced 3.5 billion 

people worldwide to work from home overnight. Jim’s research found that many saw an increase 

in productivity by having employees work from home. Those that were already worked form home 

prior to the pandemic were not surprised by this increase in productivity.  COVID-19 taught most 

companies that they could work remotely even though this was previously thought to be 

impossible.  

Surprisingly employees have been able to accomplish work from home successfully while 

avoiding a feeling of isolation by following five things. The five things are, master time 

management, have a dedicated work space, boundaries between work and personal life, boost 

productivity by managing yourself, and effective team management. Jim was one of the 43% 

working from home occasionally but when doing so he worked by himself. With both him and his 

family being at home 100% of the time, this caused significant challenges with accomplishing 

work at a similar level of productivity. Looking at the 5 keys Jim has progressed towards 

improving his new work from home environment. 
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(Mirela, B. (2020) 

 

Time Management  

While time management could be a challenge for many, Jim did not have difficulty with maintain 

his normal eight to five work schedule. But there were some things that did require discipline. Jim 

found maintaining a routine to prepare for work beneficial. Showering and getting dressed for 

work daily he found prepared him mentally and physically. On days where he was to have a 

number of meetings he would dress as if he was going into the office. On other days where he 

would not be meeting with employees or client’s he would dress more casually. Avoiding 

distractions are something many others may struggle with. Not having the television on during 

work hours Jim found it easier to focus on the task at hand. Sometimes the complexities of his 

work require 100% concentration where he would need to even avoid listening to music. Social 

media is also something that should generally be avoided because this can be a significant waste 

of time.  

 

(Mirela, B. (2020) 

Dedicated work space   

Having a dedicated workspace is about more than just where you are sitting. Having a place free from 

distractions such as family, kids, pets, tv, social media. Prior to COVID-19 Jim worked from home at most 

five days per month. He would typically work on his laptop on the sofa or recliner. With everyone home 

this work environment was no longer conductive to being productive with his family occupying the same 

space. Initially, Jim created temporary office space in their unfinished basement. Then eventually finished 

his basement and put in a permanent office to increase his chances of remaining productive and 

distraction free. Some things to consider that will make all the difference are investing in high-speed 

internet, a router or network extender, a desktop monitor so you’re not looking at a small computer 

screen all day, last an ergonomic desk chair that is comfortable when sitting for long periods of time.  In 

the office Jim had a sit stand desk but has temporarily utilized a box to give him the ability to stand and 

work. 

Boundaries  

Establishing boundaries between work and personal life are even more important when working 

from home. New rules needed to be established providing him, his wife and kids with schedules 
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that allowed each of them to be productive at work and school. Jim is more social and enjoys 

talking during the work day, his wife prefers silence, kids still have set schedules for school 

attendance. New boundaries needed to be established to allow every member of the family to be 

successful in the new at home life. Jim found separating work and home much easier prior to 

March of 2020. His 45-minute drive each way from the office gave him alone time to separate 

work and transition to his home life. Initially he did not set clear boundaries and found work 

overlapping into his personal life, which caused him to have a drastically increased stress level. 

He had to establish boundaries of stopping work at 5pm, taking breaks and lunches and giving 

himself 15 minutes at the end of his work day allowing him time to adjust from work to being with 

his family.  

 

(Mirela, B. (2020) 

Productivity  

By managing yourself, most employee are able to see increased productivity when working from 

home. Jim was able to increase his at home productivity by taking a close look at how he was 

investing his time throughout the work day. He had a set routine in the office when he needed to 

establish when working from home. His routine consisted of Address and review all important 

emails during the first hour of his day. Accomplish the main parts of his work from 9am-4pm with 

productivity goals to keep himself on track. Taking frequent short breaks throughout the day. 

Address training and more emails in the last hour of each day. These items helped Jim to increase 

his work from home productivity.  

Team management  

Jim’s team was already independent and self-managing prior to March or 2020. But for new remote 

teams, managers must set expectations for employees. Work hours, mandatory meetings, 

productivity goals. A list of guiding principles could also be helpful for new employees to establish 

what they should be focusing on and what criteria to use for making the best decisions. Establishing 

regular team and individual meetings can help work from home employees continue to feel 

connected to their coworkers even though they are no longer working face to face. Team building 

meetings are very important when working remotely since it’s much easier for employees to feel 

disconnected and isolated cause by the lack of normal office interaction. Employees can quickly 

become demotivated or depressed since they are lacking the normal social interactions that are 

present working from an office on a daily basis. 



11 

      
(Mirela, B. (2020) 

Implementing these ideas has helped Jim to make the most of working from home. COVID-19 is 

likely to have an impact on work location for many years to come but once this has passed it’s 

likely that companies and people alike may feel going back to the office will not be necessary. The 

customer service part of Jim’s company has already made the decision that they will never return 

to the office following COVID-19. This change impacted more than 1000 customer service 

representatives. In the long run work from home may be a catalyst for increased productivity and 

a better balance between work and home.  

The good and the bad of working remotely 

The benefits to working from home are many which would include work life balance, no commute, 

flexibility, higher productivity, (Mirela, B. (2020) What was the impact of working from home on 

employee productivity? While the work place was trending in the direction of working from home, 

nearly everyone was forced to a work from home situation due to COVID-19. When looking at 

employee survey results it was found that in spite of the stresses of working from home employees 

said they had better work life balance, no commute, flexibility and increased productivity. 

Negatives include lack of organization, social isolation, distractions at home, not having a 

dedicated workspace. In a survey of the sampled group only 4% had worked from home full time 

previously, 62% had never worked from home. 57% of those surveyed stated that working from 

home impacted their productivity negatively, 43 said positive.  

 
(Mirela, B. (2020) 
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The majority of employees want to work from home 2-3 days per week and only a small percentage 

wish to work from home exclusively. 62% of employees do not have a dedicated work from home 

space which coincides with the number of employees that have never worked form home. 

Suggestions made to be more effective working from home include make a schedule and adhering 

to it, focus on daily accomplishments to remain motivated, reward yourself for wins, take regular 

breaks, stay connected with coworkers and work friends, have a dedicated workspace. Conclusions 

drawn from the survey were not positive overall on the impact to employees forced to work from 

home 100% of the time. Most employees including Jim feels they do not have adequate tools to 

work from home. Work life balance is lost leaving many to feel like they are stuck in a nightmare 

where work has blended with their personal life. 

 

Positive things found when working remotely 

In spite of the challenges faced, Jim interviewed and was offered a promotion continuing to install 

customer equipment nationwide along with 11 others. Interviewing and taking a new position 

remotely has brough about many positives including a searchable data base since almost all 

solutions are discussed electronically in some form of chat.  

The example of a new company wiki was suggested stating that everyone can add or search the 

new structure since its almost exclusively electronic. Employees are interviewed, hired and 

onboarded through newly created structured video presentations that give employees all the 

information they previously received in person. The nature of his job changed during COVID-19 

with some parts disappearing all together but at the same time creating entirely new opportunities 

in specialized segments that were not previously available in the pre pandemic world. (AdAge, 

2020) 

New helpful suggestions have been created on how to interact online provided by a collaboration 

of employees  on ways to make online communication easier and more personable. New hiring 

practices that have been brought about by COVID-19 are likely to continue into the future. Virtual 

interviews are now the norm where previously most were completed in person. Some in person 

things cannot be replaced through zoom such as the feel or vibe of a company when you walk in 
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or how safe you feel about hiring someone for a higher-level position within the organization. 

Candidates can seem truly qualified but meeting them in person is sometimes still a requirement.  

Zoom 

Jim has found that making a connection through zoom happens through being vulnerable, 

combined with open communication while inserting some mild humor into the zoom calls when 

appropriate. These simple things have gone a long way towards developing a bond as one would 

in person. He has discussed common fears of venturing out to grocery store, traveling and how to 

handle being around others safely and without fear.  (Knie, Schwartz, Frehle, Schulte, Taetz-

Harrer, Kiessling, 2020) Working through zoom allows people to feel more as if they are in person, 

share information and ideas similar to traditional meetings and provide a suitable environment for 

collaboration on projects.  

Conclusion  

In conclusion, there are many things to be concerned about with COVID-19 that go well beyond 

health concerns. Realizing the long-term cost to our economy and psychological well-being are 

consequences of the COVID-19 pandemic that are yet to be understood. Since March of 2020, 

each of us are faced with the challenge and opportunity to improve our skill sets working remotely. 

Working remotely requires different skill’s than working in person. A strategy and structured 

approach are required to successfully navigate through the remote world each of us finds ourselves 

in.  Controlling your remote office is the key to productivity while focusing on making your new 

environment as close to your work environment as possible by utilizing technology to the fullest 

extent. This can be accomplished by: 

Embracing technology 

Making sure you have a stable internet connection 

Focusing on how to increase productivity 

Time management 

Creating a dedicated work space 

Setting boundaries between work and personal 

Focusing on individual productivity 

Managing your team.  

While there are many negatives in the world we are now facing there are also positives.  Sharing 

more time with immediate family, not having to commute and increased productivity because of 

less distraction. It’s better to focus on the positives and finding enjoyment in our new remote work 

environment by focusing on what we can control until we are able to return back to normal. 
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