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ABSTRACT: The spread of the epidemic caused many people to believe the traditional office model is 
no longer appropriate for modern business, nor is it compatible with the efficiency and innovation 
demanded by modern business. Individual accomplishment is not measured by where one works, but 
by achieving a balance between work and life and establishing a connection in the world. No matter 
where we sit, the energy and thinking we bring to our work will help us accelerate the creation of 
flexible work models. In 2022, business leaders are dealing with vaccines and back-to-office issues. At 
the same time, we began to think about a new working model, after listening to the employees’ 
opinions and determining what conditions must exist for collaboration with organizational leaders to 
succeed. The purpose of this paper is to explore the possibility of using the Delphi method (Delphi) 
and SWOT method to conduct in-depth interviews with current IT professionals in applying hybrid 
work models with critical success factors (CSFs) after COVID-19 hoping to bring new ideas and 
inspirations to business leaders in Taiwan.   
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1. Introduction  

Once in a lifetime, we have the chance to re-image the 
way we work in the future. In the 1800s, the Industry 
Revolution moved people from the working places to the 
factory areas globally. In the 1990s, the invention of 
personal computers changed the work plan and make sure 
the office setup is indispensable in increasing workplace 
productivity and efficiency. The COVID-19 pandemic in 
2020 prompted people to quit the office and shift to work 
from home or other places. Because of the appearance of 
the vaccination, people have another opportunity to 
return to the office again. Though the office was the 
physical setting when employees returned to the office the 
second time, the role of the office as a workplace has 
changed and become more flexible, and it is no longer a 
requirement for some employers, while some employees 
are forced to leave office and worked remotely also feel 
reluctant to return to office after enjoying flexible working 
hours. 

After the COVID-19 epidemic, we have just begun to 
turn on a new page, and there are no fixed solutions nor 
fixed answers to the challenges. The goal of this research 

is to look at the workplace policy, and work norms for the 
employees and employers to work collaboratively 
through the hybrid work model; in fact, a clear solution 
may not appear immediately and the fixed for all 
solutions may not appear after years to come. The study is 
discussed with the purpose that it might be helpful for 
employers and employees to learn the opportunities and 
challenges of hybrid work and brings both employees and 
employers work together and use in a test and try 
corrective approach by changing the way of working, in 
practice and mindset in the industry.  

This research mainly uses the SWOT and Delphi 
methods as strategy-making tools in assessing office work 
vs remote work in the IT business.  

2. Theory 

This paper aims at conducting a comprehensive 
analysis of recent literature, focusing on the Delphi review 
approach, and investigating numinous ecosystems that 
organizations must address when adopting hybrid work 
arrangements, as well as related opportunities and 
challenges. Hybrid work is being viewed as a clear, 
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transparent, and mutually respectful approach to a 
flexible work schedule that would benefit employees and 
employers. Working from home (WFH) does not always 
imply that employees are working in the same locations. 
The expectations are managed differently and conflicts 
arise between employees and employers.  

2.1. Historical Review 

The term “remote work” was coined in 1972 by Jack 
Nilles. Nilles was referred to as the “Father of Telework.” 
At that time, Nilles was investigating the NASA 
communications project remotely. Nilles announced to the 
public that he was working on his project remotely,  a 
phrase he created in 1979. The idea of remote work was 
first proposed in 1920, with much of the early research 
focusing on productivity, and cost savings while living in 
main cities [1].   

Remote work is working outside the traditional office, 
which means it can work from home or any place. The 
distance from the corporate office is the difference 
between the two. Working from home is defined as 
working from a location that is less than 50 miles away 
from the workplace [2]. Remote work is divided into full-
time remote (remote full-time work) and telework (remote 
work one to three days a week). The idea of remote work 
is not new. Until today, there have been some explanations 
and surveys in academic research:  

(i) During the 1970s Oil crisis, Frank Schiff invented the 
term “flexplace” for the idea of remote work [3]. 

(ii) The success of remote work is reliant not only on 
communication technology, but also on work 
experience, communication skills, and task-related 
factors. Conflicts happened from time to time, and 
they must be dealt with as part of the success factors 
in the aspect of remote work [4]. 

(iii) In Gajendran's opinion, telecommuting would not 
lead to major performance costs; on the contrary, it 
would improve employees’ performance and an 
organization's “sense of belonging” [5]. 

(iv) According to Larson and Makarius, there are two 
aspects to consider in launching remote work 
successfully. Establishing the rule of engagement and 
building trust are the two primary factors [6].  

(v) During the pandemic, telecommuting is 
technologically workable; however, there are other 
factors for organizations to consider for 
telecommuting from the labor market perspective. [7].  

 
The history of remote work is extensive. The most 

recent research report shows that some experts predict 
that the popularity of telecommuting will increase 
exponentially in the coming years. More global companies 

are offering remote job positions. As a result, remote work 
will continue to evolve in the next years.  

2.2. Delphi Method Review  

Delphi is oriented from the oracle at Delphi from 
Greek mythology. Ancient Greek visited the oracle at 
Delphi to seek consultation on either private matters or 
public affairs. The Delphi method is a technique for 
making decisions based on a weighted survey of 
respondents’ opinions on any controversial subject. It has 
been widely employed for policymaking and other key 
issues, where different expert interviewees reveal their 
views before reaching a consensus. Delphi's method is also 
known as expert judgment. It is a scientific method to 
gather the opinions of experts and scholars on a specific 
topic or event to obtain a consistent view. Delphi’s method 
can assess the status quo and predict the characteristics of 
the future.  

The Delphi technique was created by Rand 
Corporation in the early 1950s. It used multiple 
questionnaires to encourage experts to produce consistent 
judgments in solving complex military and national 
defense issues [8]. Since the mid-1960s, it has gradually 
been applied to other research fields. Delphi is a process of 
organizing a group of communication, allowing a group 
of people to deal with complex issues. It is widely used in 
predicting the future, and decision-making in government 
departments, business, and education circles.  

Delphi is about a group of communication processes, 
which discusses the pros and cons of specific issues, to 
achieve the goal or to predict the future in the event of an 
accident when the knowledge about the problem is 
incomplete. The Delphi approach is used to find the 
solution and form a group view and build a common goal.  
Delphi is to set up a series of communication processes to 
have a panel of individuals tackle problems that occurred. 
Delphi has feedback processes that are repeated until 
consensus is struck out. In events when the sample is not 
sufficient, it may require more than one round of 
discussion [9]. Hence, it provides qualitative and 
quantitative results. This study is to combine primary and 
secondary data in the SWOT method to explore the 
possibility of hybrid work development and the strategy 
for success.  

2.3. SWOT Method Review 

Many experts inquire about the acceptance of 
telecommuting to grow rapidly in near future. To provide 
greater adaptability, telecommuting can increase 
employee productivity and reduce employer costs as well, 
thereby resulting in better solutions for organizations. The 
SWOT analysis is one of the most popular management 
strategies. SWOT stands for four words: strength, 
weaknesses, opportunity, and threat. The method is 
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assumed that companies will operate the business by the 
strategies for analysis of aspects of internal and external 
factors [10].  

SWOT analysis assesses business strengths, 
weaknesses, opportunities, and threats. SWOT looks at 
both the internal and external to achieve its company’s 
goal or objectives. So, the company can use the SWOT 
model to assess the Pros and Cons of its strategic planning 
or the alternative for the organization.  The SWOT analysis 
has been used in many different fields and contexts for 
strategic planning that has been applied to a wide range of 
fields and situations. In this study, the SWOT will be used 
in general management to seize the chance to improve 
business development for analysis management. It aids 
managers in developing a competitive strategy [11] in 
Table 1. 

Table 1: SWOT Matrix Strategy  

Strength Weakness 
SO WO 
ST WT 

(Analysis of External and Internal Factors) 

3. Research Methods 

This study will adopt a quantitative method to collect 
related data through the field of experts and use a semi-
interview approach in the Delphi method to interview 
participants based on the interview guideline by the field 
experts’ input in the questionnaires. Due to the use of 
qualitative methods, the results of the research may be 
aimed at investigating the research theme and talking 
about problems in a thoughtful way, in which factors 
affect the performance of the organization. The interviews 
will be conducted in a one-on-one session so that the 
interviews can be regarded as unbiased without other 
outside influencers.  

3.1. Delphi Method 

The purpose of using the qualitative approach in the 
Delphi method is to gain a better knowledge of the 
problems and how different organizations deal with the 
transformation to a hybrid work model from the 
perspective of employers and employees. The qualitative 
method was chosen because it allows for a strong grasp of 
language that can be easily understood without complex 
statistics, as there are already too many surveys and data 
coming in every day during the COVID-19 pandemic 
without further analysis or guidance to the company and 
personnel. 

The Delphi method is used to make decisions based 
on a weighted survey of respondents’ opinions on any 
controversial subject. It is commonly used for 
policymaking and key issues, where different expert 

interviewees reveal their views before reaching a 
consensus. Following are the steps of the Delphi method 
used in the study: 

 Experts in Technology and related industries are 
identified and invited to take part in the survey. 
Experts are business professionals who have sufficient 
experience before evaluating SWOT variables. 

 Researchers made improvements to these questions 
and follow up with continuous questionnaires. 

 The participants are expected to make judgments 
about the advantages, disadvantages, opportunities, 
and threats of remote work. 

 The Likert scale determined the range of participant 
opinions. 

 The participants re-evaluated extreme opinions. 
Before the interview, strength-opportunity (SO), 
strength-threat (ST), weakness-opportunity (WO), 
and weakness-threat (WT) strategies are formulated. 

 The success factors (CSFs) for remote work success are 
further sorted out. 

3.2. Likert Scale Method  

To make specific decisions, experts’ opinions on 
similar issues are evaluated with weighted values. Many 
times, the Likert scale is used to measure expert opinions. 
There are a variety of rating scales available for 
determining a respondent’s ability to answer any 
question. These order scales measure the degree of 
agreement or disagreement. The Likert scale is one of the 
most popular rating tools for measuring the ability of 
interviewees. The principle of the Likert scale is by asking 
participants to respond to a series of affirmations on a 
subject and to measure their attitudes based on their 
degree of agreement with these affirmations, so it 
incorporates cognitive and stimulating components.  

The Likert scale, often known as the frequency scale, 
employs the pre-defined response format to assess 
attitudes or opinions [12]. It repurposes that the intensity 
or strength of the experience is linear, such as from 
strongly agree to strongly disagree, and that attitudes can 
be quantified. Each respondent opts for one of five to 
seven or even nine pre-coded responses in which the 
neural points are neither agreed nor disagreed.  

3.3. Research Targets 

The research targets are mainly innovative leaders in 
different global technology service companies with 
extensive experience in hybrid work and who have laid 
down their remote policy or working norms in a remote 
workplace. There are four global IT companies in Taiwan 
being selected. These four companies including Salesforce 
partner company in Taiwan, IBM, Microsoft, and HPE, are 
the main sources, but not limited within, when 
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considering including a financial IT-related bank into 
account because of its advanced IT application and hybrid 
workspace.  

For the participants in this study, the interviews were 
conducted with both employers and employees to obtain 
perspectives from both sides. In this study, due to 
confidentiality concerns with some of the subjects, the 
names of interviewees will be kept anonymous, however, 
the positions,  including industry, business unit, and job 
title, will be disclosed.  

4. Research and Analysis  

This chapter applied a mixed approach in the use of 
the Delphi method and SWOT to examine the pros and 
cons of remote employment post-pandemic. In the Delphi 
method, two rounds of interviews are planned and 
conducted involving experts from employees and 
employers in the IT-related industry with remote work 
exposure. In the SWOT technique, the SWOT matrix will 
be paired with opportunity and challenge. The Delphi 
method is applied because 1) the research is about the 
exploratory factors of remote work; 2) a group of industry 
experts who understand the problem individually, 
managerially, and organizationally, rather than individual 
responses; 3) the design is flexible, allowing a deep 
understanding of the problem in-depth interviews.  

This section presents findings for two rounds of Delphi 
interviews, and the findings consist of 10 critical success 
factors (CSFs) of remote work experience. The 10 CSFs are 
to be identified, categorized, prioritized, and combined 
with the SWOT technique for further analysis.  

4.1. Delphi Interview Design and Analysis  

This research started in the beginning by reviewing 
the recent literature to identify the crucial factors which 
impact remote work. The identified factors were further 
delved into through IT professionals- employers and 
employees, using two rounds of the Delphi method.  

The first step involves going through the recent 
literature and latest publications, then obtaining feedback 
from IT-related professionals, including human resources, 
and academia experts with remote experience who are 
deeply familiar with the issue and have valuable 
knowledge in this area. The sampling approach is used in 
this survey in that the participants are named through 
individual connections. The questionnaire was consisting 
of open-ended questions based on the content of remote 
work extracted from the literature on remote work 
regarded and distributed.  

According to the interviews, we collect ideas and 
questions one by one. As the result of round two 
questions, the top ten remote work factors are checked for 
more precise details; these will be sorted by significance so 
that we can narrow the scope of the statistics as the basis. 
In this way, the results of each interview are collected and 
revised to make different weightings, constrict the 
compass of statistics, and conclude the critical success 
factors (CSFs). The 10 CSFs are further revealed and 
grouped into four dimensions: Technology, 
Communication, Culture/Wellness, and Flexibility. 
Remote work presents limitations in time and effort, so it 
is difficult to consider all factors. The selected companies 
participating in this study met the introductory conditions 
and mode of operations of remote working, as well as 
exploratory targets.   

To acquire fair perspectives, the interviews were 
conducted with managers and employees. The 
participants must have at least 3 years of work experience 
and remote work experience for six months at least. This 
section is separated into two parts to arrive at a logical and 
straightforward manner.   The first part is based on the 
managers’ and employees’ feedback on the SWOT matrix, 
while the second part is based on their ranking of the 
critical success factors (CSFs). The survey results are based 
on joint feedback.  It was agreed to remain anonymous in 
this study due to the necessity for privacy. The 
interviewees’ industry and job titles are revealed in Table 
2. Categorization of Interviewees. 

Table 2:  Categorization of Interviewees 

Code Company Industry Role Position 

M1 Company S(F) IT Cloud  Head of the Company HR Chairman 

M2 Company I IT Service Head of the Company HR Director 

M3 Company M IT IT Department  IT Department Manager  

M4 Company H IT Business Manager Manager of Service 

M5 Bank C Finance Information IT Manager CIO 

E1 Bank C Finance Credit Card Business Relation Mgmt Consultant 

E2 Company M IT Desk Site Support Computer Specialist 

E3 Company I IT Service Computer Technician Computer Technician 

E4 Company S(F) IT Cloud  Financial Analyst Financial Consultant 

E5 Company I IT Computer Technician Computer Data Center 
Operator 

4.1.1 Likert Scale 

In this study, we use the Delphi method to listen to 
expert opinions and conduct investigations before making 
suggestions on future IT remote work strategic planning. 
Experts’ evaluations are weighted using the Likert scale.  
The Likert scale is used on a scale of 1 to 5. The comments 
for each point are recorded in Table 3.  
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Table 3: Expert Evaluation of Factors in the Likert Scale 

Scale Result Result Interpretation 

1 Strongly agree Strongly influenced 

2 Agree Influenced 

3 Neutral   Neutral or do not know 

4 Disagree Not influenced 

5 Strongly disagree Strongly not influenced 

The opinions of experts in the areas of strengths, 
weaknesses, opportunities, and threats are quantified by 
the Likert scale. As industry experts reported multiple 
variables for each factor: strengths, weaknesses, 
opportunities, and threats. By considering the Likert scale 
rating provided to experts, each variable is evaluated with 
a numeric (1-5) value. According to the weighted 
evaluation of experts, the different variables of the 
determined intensity factors are listed in Table 3. 
Similarly, the different variables of Weakness, 
Opportunity, and Threat are shown in Table 4, Table 5, 
Table 6, and Table 7. 

Table 4: Expert Evaluation of Strength Factor 

No Strength Factor 
1 Flexible Schedule 
2 Lack of Commute 
3 Reduced Cost 
4 Able to Care for Family  
5 Reduced Burnt Out 

6 
Improved Health Physically And 
Mentally 

7 Freedom to Travel or Relocate 
8 Enhanced Work Autonomy 
9 Increased Availability 
10 Reduced Office Politics 

Table 5: Expert Evaluation of Weakness Factor 

No Weakness Factor 
1 Distractions 
2 Communication Barrier 
3 Missing Social Connections 
4 Un-Comfortable Environments 
5 Lack of IT Support  
6 Time Management 
7 Work and Personal Lifeline Is Blurred 
8 Lack of Monitoring 
9 Performance Evaluation Is Injustice 
10 Conflict Problem 

Table 6: Expert Evaluation of Opportunity Factor 

No Opportunity Factor 
1 Improving Productivity 
2 Talents Around the World  
3 Work-Life Balance 
4 Increasing Job Satisfaction 

5 More Happy Workers 
6 Attracting New Generation Workforce 
7 Cost Saving 
8 Improving Mobility 
9 Accelerating Employee Growth 
10 Add Value  
  

Table 7: Expert Evaluation of Threat Factor 

No Threats Factor 
1 Cyber Security 
2 Company Culture will be Impacted  
3 Lack of Innovation  
4 Privacy 
5 No Clear Work from the Remote Policy  

6 
Extra Expense When Working from the 
Remote 

7 High Competition in Talent  
8 Training Challenge 
9 Knowledge Fragments 
10 Lack of Attendance 
Table 8: SWOT Matrix from Managers’ Perspective 

 

4.1.2 SWOT Matrix  

In a SWOT analysis, strength and opportunity are 
considered positive, while weakness and threats are 
negative with the external factors paired with internal 
factors. In the study, through the SWOT matrix, the 
positive factor is maximized while the negative factor is 
minimized.  The plan is divided into four separate 
quadrants: Maxi-Maxi (S-O), Mini-Maxi (W-O), Maxi-Mini 
(S-T), and Mini-Mini (W-T) strategies. In the maxi-maxi 
(SO) strategy, the favorable strength and opportunity 
variables are maximized; in the Mini-Maxi (WO) strategy, 
the unfavorable weakness variables are minimized, and 
the fascinating opportunity variables are maximized; in 
Maxi- In the Mini (ST) strategy, the ideal intensity variable 

Weakness
1 Flexible schedule Distractions
2 Lack of commute Communication barrier
3 Cost of savings Missing social connections
4 Able to care for family Un-comfortable environments
5 Reduced anxiety/burnt out Lack of IT support 
6 Improved health physically and mentally Lack of supervision
7 Freedom to travel or relocate Work and personal life line is blurred
8 Enhanced work autonomy Time management
9 Increased availability Performance evaluation is injustice
10 Reduced office politics Conflict problem

Maxi-Maxi (S-O) Plan Mini-Maxi (W-O) Plan
1 CFR: 1 Technology CFR: 4 Flexibility
2 CFR: 4 Flexibility CFR: 2 Collaboration/Communication
3 CFR: 2 Collaboration/Communication CFR: 2 Collaboration/Communication
4 CFR: 2 Collaboration/Communication CFR: 5 Company culture- workplace
5 CFR: 6 Productivity CFR: 1 Technology
6 CFR: 3 Company culture CFR: 6 Productivity
7 CFR: 7 Cost benefit CFR: 7 Cost benefit
8 CFR: 8 Mobility CFR: 8 Mobility
9 CFR: 9 Training CFR: 9 Training

10 CFR: 3 Company culture CFR: 6 Productivity
Maxi-Mini (ST) Plan Mini-Mini (WT) Plan

1 CFR: 1 Technology CFR: 1 Technology
2 CFR: 8 Managing mobility CFR: 2 Collaboration/Communication
3 CFR: 1 Technology CFR: 1 Technology
4 CFR: 1 Technology CFR: 1 Technology
5 CFR: 3 Company culture CFR: 10 Government support
6 CFR: 5 Wellness CFR: 5 Wellness
7 CFR: 1 Technology CFR: 5 Wellness
8 CFR: 9 Training CFR: 9 Training
9 CFR: 5 Productivity CFR: 3 Company culture

10 CFR: 1 Technology CFR: 2 Collaboration/Communication

No clear work from the remote policy
Extra expense when working remotely
High competition
Training challenge
Knowledge fragments
Lack of attendance

Add value
Threats

Cyber security
Company culture will be impacted
Lack of innovation
Privacy

Increasing Job satisfaction
More happy workers
Attracting new generation workforce
Cost saving
Improving mobility
Accelerating employee growth

SWOT

 Strength

 Opportunity
Improving productivity
Talents around the world
Work-life balance
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is maximized, and the unwanted threat variable is 
minimized. In the Mini-Mini (WT) strategy, weaknesses 
and threats are both unfavorable variables. When a remote 
work plan is implemented, the threats are addressed, such 
as employees’ physical and mental wellness are not 
emphasized enough as minimized threats. Here the 
Remote work business plans categorized by 10 critical 
success factors for external and internal variables are 
developed and recorded in Table 8 for managers and Table 
9 for employees. 

Table 9: SWOT Matrix from Employees’ Perspective 

 

4.1.3 Critical Success Factors 

Based on our SWOT analysis, we found that most 
employees are keen to continue working remotely for 
most of their careers. Our data indicates that 70% of those 
we interviewed expressed support for this statement. 
Additionally, the interviewees said that they would 
recommend remote work to others after trying it. 
Consequently, most remote employees wish to continue 
working remotely for a certain period - but are they 
satisfied with how often they can work remotely? During 
in-depth interviews, most interviewees said they are 
satisfied with the amount of time they currently work 
remotely; however, it varies from company to company 
and employee to employee. Working remotely comes with 
challenges. There are three top challenges associated with 
remote work: distraction, collaboration/communication, 
and missing social contact. The top benefit most people 
reported was “flexibility.” In most cases, remote 
employees prefer to work from home and cite their home 
as their main place of work. The second-place employees 
chose to work is the co-working place. Some of them also 
mixed it up with homes, co-working places, and coffee 
shops.  

Most employers and employees believe that mixed 
work is feasible and predictable in the future. Employees 
will list remote/mixed work as an important consideration 
for their future work. Employees believe that mixed work 
is feasible and prefer it as their way of working in the 
future. From the perspective of the benefits, most 
employers believe that mixed work will increase flexibility 
in work arrangements helping formulate flexible 
recruitment plans and reduce company costs. Most 
employees believe that mixed work is a way to achieve 
work-life balance, and can promote better time 
management and save costs.  

Both employers and employees recognize that IT 
technology is the leading skill of the future. However, 
when it comes to the responsibility to close the skills gap, 
the two sides are at odds. Although many employees want 
their employers to safeguard their future, not many 
employers think so. The majority of employers regard 
basic IT technology as a “must” requirement for 
recruitment. Few employers believe that their workforce 
has the skills to fully adapt to the new normal. Most 
employers are willing to provide IT-related training to 
their employees. For employees to cope with the new 
normal, employees said they need to improve their IT 
technology, such as artificial intelligence, big data, and 
cloud technology. More than half of employees expect 
their employers to arrange relevant training to improve 
productivity and competitiveness. In addition, the top IT 
challenges such as data security risks, and lack of proper 
IT infrastructure are mentioned. Employees said that 
flexibility is the top factor followed by communication, 
wellness, and teamwork network connection 
(Technology). We will delve into these critical factors 
listed in Table 10 in the next chapter. 

Table 10: Critical Success Factors 

ID Success Factors 
- Manager ID Success Factors 

- Employee MSF vs ESF ranking  

MSF1 Technology ESF1 Flexibility Technology (MSF1, ESF4)  
MSF2 Collaboration ESF2 Collaboration Collaboration (MSF2, ESF2) 
MSF3 Culture ESF3 Wellness Culture (MSF3, ESF5) 
MSF4 Flexibility ESF4 Technology Flexibility (MSF4, ESF1) 
MSF5 Wellness ESF5 Culture Wellness (MSF5, ESF3) 

MSF6 Increasing 
Productivity ESF6 Increasing 

Productivity Productivity (MSF6, ESF6) 

MSF7 Cost-benefit ESF7 Cost-benefit Cost-benefit (MSF7, ESF7) 

MSF8 Managing 
Mobility  ESF8 Managing 

Mobility  Mobility (MSF8, ESF8) 

MSF9 Training ESF9 Training Training (MSF9, ESF9) 

MSF10 Government 
Support ESF10 Add Value Government Support 

(MSF10, ESF11) 

MSF11 Add Value ESF11 Government 
support  Add Value (MSF11, ESF10) 

 

 

 

Weakness
1 Flexible schedule Distractions
2 Lack of commute Communication barrier
3 Cost of savings Missing social connections
4 Able to care for family Un-comfortable environments
5 Reduced anxiety/burnt out Lack of IT support 
6 Improved health physically and mentally Lack of supervision
7 Freedom to travel or relocate Work and personal life line is blurred
8 Enhanced work autonomy Time management
9 Increased availability Performance evaluation is injustice
10 Reduced office politics Conflict problem

Maxi-Maxi (S-O) Plan Mini-Maxi (W-O) Plan
1 CFR: 4 Technology CFR: 1 Flexibility
2 CFR: 1 Flexibility CFR: 2 Collaboration/Communication
3 CFR: 2 Collaboration/Communication CFR: 2 Collaboration/Communication
4 CFR: 2 Collaboration/Communication CFR: 5 Company culture - workplace
5 CFR: 6 Productivity CFR: 4 Technology
6 CFR: 5 Company culture CFR: 5 Company culture
7 CFR: 7 Cost benefit CFR: 7 Cost benefit
8 CFR: 8 Mobility CFR: 8 Mobility
9 CFR: 9 Training CFR: 9 Training

10 CFR: 10 Add value CFR: 6 Productivity
Maxi-Mini (ST) Plan Mini-Mini (WT) Plan

1 CFR: 4 Technology CFR: 4 Technology
2 CFR: 8 Managing mobility CFR: 2 Collaboration/Communication
3 CFR: 4 Technology CFR: 4 Technology
4 CFR: 4Technology CFR: 4 Technology
5 CFR: 5 Company culture CFR: 1 Flexibility
6 CFR: 3 Wellness CFR: 3 Wellness
7 CFR: 4 Technology CFR: 3 Wellness
8 CFR: 9 Training CFR: 9 Training
9 CFR: 2 Collaboration/Communication CFR: 2 Collaboration/Communication

10 CFR: 4 Technology CFR: 2 Collaboration/Communication

Accelerating employee growth

SWOT

 Strength

 Opportunity
Improving productivity
Talents around the world
Work-life balance
Increasing Job satisfaction
More happy workers
Attracting new generation workforce
Cost saving
Improving mobility

Lack of attendance

Add value
Threats

Cyber security
Company culture will be impacted
Lack of innovation
Privacy
No clear work from the remote policy
Extra expense when working remotely
High competition
Training challenge
Knowledge fragments
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4.2. Qualitative Data Analysis and Results 

During the interview, ten critical factors are extracted. 
Yet, there are slight differences between the employers’ 
and employees’ views in the rankings. The result shows 
that remote work takes place in highly technical, highly 
competent, and highly motivated work environments. 
Employers need to be familiar with distance leadership so 
that they can effectively communicate with both the 
remote team as well as the on-site employees.  

Also, the results of these interviews are similar to 
previous research. This study goes beyond the remote 
work model to examine the hybrid work model that 
combines technology, communication, and the company’s 
culture as a human-centric workplace. First of all, 
Technology plays a key role in enabling a smooth and 
efficient remote working experience for IT equipment 
deployment and broadband network setup at home or in 
the office. Second, effective communication or 
collaboration is crucial for working from home. Working 
from the remote is phenomenally successful only if there 
is effective communication, this is a pivotal factor in the 
success of the practice. 

During the interview, the managers stated that hybrid 
models for remote work would continue to be used for 
those employees whose job roles require on-site 
collaboration or socialization. In the workplace, this 
pandemic causes a shift in cultural and technological 
aspects. With the pandemic on the decline, more people 
being vaccinated, and the country’s borders reopening, 
the pros and cons of remote work are becoming clearer. To 
make it successful in a hybrid work model, managers must 
consider these four facets: technology, collaboration, 
flexibility, and culture regarding employee mental and 
physical health. 

4.2.1 Job Role Categorization 

After two years of working remotely, most 
organizations now believe that the physical presence of 
employees in the office is important in terms of working 
productivity. It is found that job tasks, proximity to the 
physical location for human interaction, and use of on-site 
equipment are the deciding factors to classify employees 
as remote or office workers. The elements that determine 
whether an employee is classified as a remote or office 
worker are job tasks, closeness to the workplace for human 
connection, and the use of on-site technology. They might 
be a remote worker or an office worker, depending on the 
jobs or job duties they have held in the company. The 
likelihood of remote work depends on the mix of tasks 
carried out by industry employees as well as their 

physical, spatial, and interpersonal relationships. Whether 
a task is remote or not depends on whether employees 
must travel to the location to complete it, interact with 
others, or use specialized equipment on-site. 

In remote working scenarios, many job tasks call for 
the use of hands-on tools that cannot be done online. These 
activities include administering care, managing machines, 
using lab equipment, and processing consumer 
transactions in retail businesses. On the other hand, 
remote work is possible for activities involving processing, 
teamwork, consulting, training, and programming. It is 
more common for workers whose professions involve 
thinking and problem-solving to work remotely. Hence, 
the likelihood of managers, developers, and programmers 
working remotely is higher than the likelihood of 
employees with jobs requiring on-site testing or the use of 
operating equipment.  

In working settings for the IT business, some 
positions, such as procurement, may be able to do 
sourcing operations from home in some circumstances, 
while other engineers must use the fixture equipment at 
the laboratory and must operate on-site. In the banking 
sector, IT support personnel may work online but 
customer care representatives must be present in person 
at the bank. The employment responsibilities being carried 
out in Figure 1 below are the deciding factor, not the 
industry. 

 Bank Clerk (High Physical Interaction, Moderate 
Remote Potential): Keep in mind that a bank clerk may 
need to operate from behind a desk to provide client 
service because there is a high level of physical human 
interaction. This job role can classify as an office 
worker or hybrid worker depending on the 
company’s workplace policy. 

 Office Administrator (Moderate Physical Interaction, 
Moderate Remote Potential): Keep in mind that office 
administrators may need to complete onboard or new 
hire training and that this job can be classified as either 
an office worker or a hybrid worker. 

 Manager: Take into account that the manager might 
need to coach staff members and conduct feedback 
exercises in person while doing problem-solving 
(Moderately Low Physical Interaction, High Remote 
Potential). It is proposed that this position be labeled 
as a remote or hybrid employee. 

 Programmer (Low Physical Interaction, High Remote 
Potential): Based on Low Physical Human Interaction, 
may work offshore. This position can be labeled a 
remote worker. 

 Taiwan is noted for its high-tech and service 
industries, both of which offer the ability to work 
remotely with any of its employees, however, work in 
professions that can't be remotely supervised, like 
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construction workers in the retail sector and farmers 
in the agriculture sector. 

Working from home scenarios, are determined not so 
much by the industry.  However, with the new IT  through 
virtual reality and Meta platforms,  some job roles will be 
evolved and the working scenarios will be revised 
accordingly shortly.   

 
Figure 1: Remote Work by Physical Proximity 

4.2.2 Middle Ground is Proposed 

Going remotely has advantages and disadvantages. 
From a productivity perspective, employees do better at 
home because there is less interference. In addition, the 
time originally used for commuting can now be used for 
work. When people are in the same room, there is a 
cooperation effect for teamwork. Employees usually do 
the best work through innovation and problem-solving 
on-site with the team. When working from home, 
employees may lose the sense of unity and increase 
burnout. If the company admits the advantages and 
disadvantages of remote work, the answer is that there is 
no “right” solution. It only depends on the specific 
circumstances of the organization and business plan. For 
example, companies have been remote for years, these 
companies are in a position for the remote company 
culture that supports this approach. Companies where 
employees need to be undisturbed most of their working 
time in designing for thought processing. In this case, 
remote work also makes sense. 

4.3. Case Study 

Globally, COVID-19 has forced almost every 
organization of employers and employees on how they 
work. In Taiwan, although many aspects of the human 
experience and response to the pandemic are the same, 
there are differences in how employees across geography 
manage the challenge differently and hold different views 
toward the future of work. At work, the employees’ 
optimism about work in the future, feelings about 
working at home, and the level of work productivity 
might be varied by market. We asked employees about 

their experiences when they re-enter the workplace and 
manage the working model. We want to understand the 
impact of time working remotely to see if the change in 
professional behavior will be permanent or not. Are 
employees supporting WFH or the office option?  The 
answer is the subtle fusion of the two choices has a far-
reaching significant impact on employees and provides 
insights into future collaboration and productivity. 

This case study aims to reduce office working time 
through verified office solutions to speed up processes 
and amplify and promote innovation as the early adopter 
in leading office-to-edge solutions.  In this multifaceted 
environment, the regular 9 to 5 is outdated, and many 
types of companies are using a variety of workplace 
solution combinations, including working from home, 
business lounges, and remote offices, as well as traditional 
office locations instead of supporting the traditional office 
solution. This case provides an overview of the office-to-
edge opportunity, the motivations, the ecosystems, 
drivers, benefits, and how the company is evolving to 
address the effectiveness of the hybrid work.   

4.3.1 Reinvent the Office to the Edge 

The definition of edge employees: Company 
employees will primarily conduct work outside of 
company sites, choosing a location either at home or a 
coffee shop where they feel most productive. The 
company office will be used for collaboration, social 
connections, and other work, leveraging available spaces 
as needed. The edge employees work on experience 
elements that embrace flexibility, wellness, and inclusion. 
The employees will be provided with resources to help 
maximize productivity and well-being, including a one-
time payment for home office equipment. The office will 
be for collaboration and social connections. It is defined 
that work should be primarily done outside of company 
office sites. Edge employees will need to change the 
schedule of their weeks by proactively grouping meetings, 
catch-ups, and in-person training for their days in the 
office. 

The definition of office employees:  The company 
office sites will transform to be collaboration hubs, with 
more open spaces. Office employees will have a 
workstation and spend most of their time at the office 
performing their roles. Office employees will be using the 
office in the same way, but the workstation will be at a free 
address, meaning that employees working in the 
workstation, but may not work at the same one every day. 
This will let the employees organize dynamically every 
day and the new interaction and allow the seats to be used 
by the other remote workers when they are not in the 
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office. Office workers are expected to be more proactive in 
scheduling meetings, collaboration, and social activities 
with office workers. According to the remote-oriented 
office plan, people who can work remotely spent most of 
their time outside the office only coming into the office 
when the team required it. Employees on the company’s 
edge employees will receive a one-time payment to 
optimize the home facility settings.  

The definition of the office to the edge: The mixed 
working model offers employees changeability in working 
hours and locations. To put it simply, flexible work. There 
are many forms or ways of mixed work. Companies may 
provide employees to work in-office and out-of-office for 
a few days in flexible arrangements, or companies may 
select a portion of employees as office roles or as remote 
roles in the hybrid work models. Each company may offer 
its mixed work arrangements according to its business 
nature in pursuit of different company cultures. Although 
remote work has become the new normal around the 
world, many companies are favoring flexible work 
planning based on the reason there are still many 
employees who are passionate about joining the office 
workforce.    

The global pandemic has changed the way people 
work and live, and businesses are adapting. Many 
companies are seeing this shift to remote as an 
opportunity to re-think the future of office work. The next 
milestone is for which are made or grouped under the 
remote employees and office employees based upon the 
job descriptions, location, and other factors that determine 
how employees need to use the office to perform their jobs. 
For example, product managers, call center employees 
with low physical proximity for human interactions, and 
low site equipment dependency can be classified as 
remote workers, whereas Hardware engineers working at 
the research laboratory must use the site equipment and 
may be required to work on-site for fixture tools can be 
classified as office employees. Mailing room staff operate 
as office employees, whereas procurement, finance, 
accounting, and human resources work as edge 
employees' potential. The case study is simulated in 
Figure 2.  

 HW Testing Engineers in the research lab(High 
Physical Interaction, Low Remote Potential): 
Considering testing engineers may need to utilize the 
testing tool close to the lab's equipment. This job falls 
into the category of an office worker who requires a 
high level of physical interaction but has a little 
possibility for remote work. 

 Delivering Customer Service(High Physical 
Interaction, Moderate Remote Potential): Based on 
moderate physical human interaction, may work on-

site or hybrid. This position falls under the category of 
the office worker. 

 Remote Office Supply Chain Team(Moderately High 
Physical Interaction, Moderately High Remote 
Potential): Depending on the remote logistics and the 
local work policy, this team may work on-site or off-
site. This employment role may be categorized as 
either an office worker or an edge worker. 

 Human Resource, Financial, and Procurement Team 
(Moderate Potential for Remote Work, Moderate 
Potential for Physical Interaction): Depending on the 
nature of the assignment and the level of physical 
interaction necessary, working on-site may be an 
option. This occupational function may be categorized 
as either an office worker or an edge worker, 
depending on the locals' workplace policies. 

 Manager: This position fits the definition of an edge 
worker because problem-solving can be done 
remotely. 

 Programmers, Salespeople, and Product Managers 
fall under the category of edge workers because they 
have the option of working remotely, require little in 
the way of direct human contact, and have access to 
equipment tool usage. 

 
Figure 2: Case Study Remote work by Physical Proximity 

4.3.2 Redefined the Office Role 

Though now companies are aware many tasks can be 
performed at home or work remotely. It remains to be seen 
if remote work can be supported long hours or long-term 
productivity. Some sectors, such as technology, would be 
best placed to drive this trend, but the case study shows 
that the company sees some challenges, as well. The study 
shows that not all Asian employees feel productive when 
working from home.  Therefore, the office space will 
remain important, in most cases as the best work 
environment. However, for those employees who 
continued to work remotely after the pandemic, it can add 
the choice of using the office space when needed to add to 
the flexibility and mobility they enjoy.  

In a known remote-centric economy, the future of the 
organization relies heavily on the company and 
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innovation on the efforts of its employees; that is, in turn, 
driven by face-to-face communication, and interaction. 
Most workers, especially employees in Taiwan, missed the 
social and human aspects of office life. Therefore, the office 
will still be an irreplaceable human connection and 
inspiration, and where the conditions are ripe for 
innovation. The office provides a cultural place that 
remote work cannot replicate and serves as a social center 
for achieving team goals. However, the workspace needs 
to be re-amended to provide friendly cohort environments 
for team building between on-site or out-of-site 
employees.   

At the company, how to create a sense of belonging 
for the work team and communication has become 
priorities to be solved. The workplace can be employees’ 
homes, coffee shops, or outside the company. The office 
experience is different for each employee to think of the 
office as either a collaboration spot, a place for team 
meetings, or informal chats, and the office space setup 
with limited workstation, more open seats, and 
collaborative space for the hybrid work. The priority is to 
clarify what kind of office the whole industry needs, 
including the space configuration model in the hope that 
the space design will bring out employees’ full energy in 
meeting employees’ requirements and the organization’s 
cultural integration.  

The office physical space has been transformed into a 
“collaboration center”, where employees can safely come 
together, collaborate, and socialize. Instead of the 
traditional ways of the go-to office, the near future-fit and 
responsible companies will seize the opportunity to 
reinvent the role the office plays in fostering collaboration 
and productivity, and in creating the work experiences 
between office and remote to model the way for the 
company’s culture.  

4.3.3 People, Process, Technology Transformation  

In the event of the COVID-19 pandemic, IT companies 
are moving most of their office workers to remote work to 
make it shift from a traditional to a hybrid work model. 
There are unforeseen obstacles to widespread hybrid 
work arrangements. Companies are trying out practical 
steps in helping employees with physical and mental 
wellness during the crisis. But no matter the steps, the 
working environment should put employees’ human 
needs first by considering that technology is a tool to 
balance technology with human nature as technology 
originated from people. Once a company can define its 
values and what to prioritize during this period, it can be 
easier to implement practical methods to cultivate 
participation and company culture.  

The IT company designed a series of programs that 
leverage the expertise of each functional department that 
affects the experience of team members: real estate, human 
resources, communications, and IT. The goal is to deeply 
embed the corporate culture into the remote or on-site 
work experience. The company gave three tips to help 
employees cultivate company culture and connections 
when working from home. They are 1). Designate a team 
leader to motivate small group employees as one team. 
Assign one employee as a team coach to lead the team to 
challenges, find team volunteer opportunities, and make 
sure the team has time for social connections. Take time to 
talk about the team goals and expectations. Challenge, 
actively debate, and make sure everyone reaches goals 
and communicates it like this is part of the job. 2). Adopt a 
new way of working behaviors. Since employees are 
working in various locations, it is important to establish 
new norms to ensure a respectful and productive digital 
work environment. Suggestions have been introduced for 
a smooth transition to new work arrangements, such as 
how to organize work areas at home and the 
establishment of new work routines. Managers also 
received guidance on how to better participate in teams 
remotely, including building trust, and empathy behind 
the scenes, especially for disabled people for 
inclusiveness. 3). Keep the social connection. To overcome 
the lack of physical gatherings or face-to-face 
conversations, employees are encouraged to use the 
company’s common platform to maintain social 
connections, such as Slack for work and off-work 
activities.  

Hybrid work brought challenges and opportunities. 
The new normal now is for most companies to shift to a 
hybrid work model, in which companies re-examine the 
goal for the on-site work and mix mobile workers for 
transformation in the organization’s productivity and 
performance. It is the organization’s responsibility to 
provide the technology tools so that the data access from 
the remote to the office is secure for reliability and 
serviceability. When considering supporting remote and 
hybrid environments, technology readiness has a major 
impact on work productivity. It’s imperative to check the 
scenario cases or user experiences.  It is important to start 
with user experiences to adapt, evaluate internal and 
external environments, and produce a work plan on how 
the ecosystems can set up and support employees, 
employers, and organizations. In addition, as the world 
recovers and rebuilds, it is to plan by evaluating technical 
requirements for strategic business, technology 
coordination, adequacy of operational processes, systems, 
policy, and culture. The technology evaluation is a critical 
factor in successful business operation transformation.  
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Although the changes are not transitory, 
organizations shall listen to employees’ voices and 
produce a quality mix of work user scenarios to work on-
site and out-of-site via a flexible work schedule. On the 
other hand, the workplace should adapt to the needs of 
employees and make up for the differences between 
remote and office employees. We have explained afar the 
methods the company is adopting in improving 
productivity, and efficiency while viewing the employees’ 
wellness as a high priority.  We used the pandemic crisis 
as a good user scenario to review the company’s 
workplace, and work model and to develop an innovative 
value proposition for the intermediate and long-term bold 
goal. It is to say that the use of hybrid workplace solutions 
maximizes the potential of employees and organizations 
from office to remote. Companies have step-by-step work 
plans and work models to mitigate challenges for change 
that will emerge from the crisis quickly in a new normal 
and align with technology as an enabler of the cultural 
shift. 

5. Findings and Discussions 

This study establishes the framework for objectively 
assessing remote work experience in the IT industry. 
During the interview, we developed a model to conduct a 
comprehensive assessment of CSFs and determine their 
priority by using the Delphi, Likert scale, and SWOT 
analysis as effective methods for analyzing problems from 
the office to the remote. In this study, SWOT is evaluated 
qualitatively, and the results suggest technology, 
communication, culture, and flexibility are four pivots in 
driving full remote work while workplaces require 
effective communication environments with emphatic 
leadership in company culture’s good forming while with 
employees’ wellness in mind. In the post-pandemic 
technology industry, hybrid work is more challenging 
than pure remote work, but it is foreseen that the processes 
will be streamlined. Amid the management decision-
making processes, effective technology paired with 
communication is the leading factor to start with no matter 
which working model for the company to adopt.  
According to the survey findings, employers and 
employees do not agree on everything. The view from the 
top is different from the employees on the ground as 
shown below:  

• Technology (MSF1, ESF4): Managers prioritize 
technology while employees prioritize flexibility as a 
top crucial factor. The position in three different 
rankings is that managers expect or intend to soon 
emerge out of the crisis with a stronger cultural and 
competition transformation using technology as a 

driving force, while employees place a premium on 
individual autonomy.  

• Flexibility (MSF4, ESF1): Employees love the 
flexibility that comes with working from home, and 
employers realize this but there is a risk of losing 
important talent and are trying to strike a balance 
between employee health, safety, and happiness, as 
well as cost-effective real estate models and return-to-
work schedules. There are no simple solutions. 

• Culture (MSF3, ESF5) vs Wellness (MSF5, ESF3): 
There is two ranking difference view between 
managers and employees. Employers focus more on 
culture formation. The work-life balance is the 
primary factor that contributes to a positive employee 
experience. Salary is important, but it is not a priority 
at work. Employees believe that a good work-life 
balance, being part of a team, and having the tools and 
equipment suitable for the job are the most important 
contributors to their positive experience. In practice, 
there is no precise evidence delving deeply enough 
into the problem of remote work in industries to 
distinguish the two factors that matter most to 
managers and employees.  The research shows that 
there is no one-size-fits-all solution to the problem of 
the office to the hybrid or the full remote.  As 
companies re-open offices for business, the workplace 
continues to evolve.  

• Government support (MSF10, ESF11) and add value 
(MSF11, ESF10): Employers rank government support 
as the tenth factor, while employees rank add value as 
the tenth. The managers emphasize regulatory 
compliance in the remote work support while the 
employees are focused on individual growth.  

A company’s strategy has an impact on the work 
model at the workplace. Employees benefit from the 
hybrid model because they may strike a balance between 
effective work, stress, and commuting reduction. 
Employees have more freedom and autonomy in the 
decision to choose where they want to work while 
remaining within a work-from-home setting. Employees 
with more freedom and autonomy are more productive. A 
range of pilot and experimental methodologies to study 
the relationship between corporate strategy, organization, 
and technology are offered as a business considers its 
potential future types of hybrid work. As a result, these 
are critical pivots for corporate executives to consider as 
they embrace this moment of truth to develop a future 
operating model that is both efficient and resilient. When 
a company changes its strategy, the work model shifts or 
changes. Technology, culture, communication, and 
flexibility are the four pivots to consider while choosing a 
working paradigm. Managers must evaluate these 
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elements while selecting a working model. As an 
organization moves around these four quadrants, four 
stylized work environments can be explored: standalone 
offices, hybrid work environments, satellite offices/co-
working spaces, or fully remote settings. Managers deal 
with a variety of stylized work models when it comes to 
flexibility against rigidity, collaboration versus creativity, 
and work versus life balance in Figure 3.  

Most companies in Taiwan adhere to the global work 
policy whether it is for remote work or hybrid work. The 
hybrid work is still in its early stage. Business leaders in 
Taiwan may use this crisis as an opportunity to reconsider 
and adopt the prospects and possibilities of flexible work 
entry into the workplace in the future. 

 
Figure 3: Four Work Models in the Workplace Diagram 

5.1. Employers’ Points of View 

In our discussions with managers, we gain an in-depth 
look at the factors that score high in our interview. 
Technology, collaboration/communication, culture, and 
flexibility are the four pillars. The opportunities and 
challenges of remote work, as well as what the future 
holds for the management team will be briefly stated in the 
following session. 

5.1.1. Technology  

With the new technology, IT companies aim to 
reinvent the way the office setting and business are 
performed by using cloud SaaS platforms. Thus, 
companies are transforming not only their physical offices 
into flexible offices but are also shifting their business 
models from hardware to SaaS (Software as a Service). 
Employees have access to offices that are shared or 
activities based. The motivations are to encourage 
teamwork and trust. It can meet employee needs while 
stimulating organizational growth. As a result, employees 
communicate and participate more, whether on a virtual 
or face-to-face basis in their work schedules.  

Also, this is not about using high technology at home 
or work. Instead, the term “technology” is here to refer to 
skillfulness in the new IT industry. This is not only related 
to building learning environments for employees to learn 
it, but also to enable them to become familiar and 
competent in applying it to their work environment. 

Learning to use the technology, effectively using it, and 
incorporating it in new ways to increase efficiency and 
effectiveness are equally crucial. Because of this IT 
adoption, the management team will need to create a 
highly technological and extensive work environment 
following this new IT definition.  For example, during the 
pandemic, employees from the supply chain created 
manuals to increase transparency for long-term data, 
while engineers use a simple scorecard to track progress 
on each project. At the close-end of the pandemic, one 
application was co-created by both team members via 
Team and Slack communications,  with the system up and 
running with data auto-input.  

5.1.2. Collaboration/Communication 

In the interview, one company executive said that 
before the pandemic he used to fly across Asia to meet all 
his employees. During the pandemic, he used Zoom to 
meet with all his leadership team in an effective and cost-
saving manner. Employees used to communicate via 
emails, conference calls, or face-to-face meetings in the 
past. They now have more options following the 
pandemic. Video conferencing has become more popular 
and user-friendly with various features such as 
whiteboards, voting, and brainstorming. People utilize 
instant messaging and various techniques to share and 
interact together, and an online message is common. 
However, it is important to note that face-to-face meetings 
shall not be overlooked. People need to work out a 
working model to use these collaborative tools 
systematically.  The physical office may need to be re-
design for a better hybrid working model for better 
collaboration and communication. To take full advantage 
of these technologies, we need to focus more on the 
management team communicating expectations and work 
norms. Employees need informal communication 
channels to feel being listened to and cared for. 

Nowadays, people are becoming technology 
influencers by ensuring that collaboration tools can be 
accessed easily and by deploying powerful infrastructure 
at home and work. Businesses that make employee well-
being, work-life balance, and career development the 
priorities will reap the benefit. Managers need to be role 
models for their employees, and their corporate social 
responsibility efforts need to address important social and 
environmental issues.  

Most employees did not want to return to a traditional 
work environment full-time. This prompted IT companies 
to launch office-to-remote (outside office) plans in a 
hybrid work model, the purpose of which is to build 
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company culture and enhance employee experience, as 
well as encourage collaboration, innovation, and company 
values instead of the site-centric stand-alone office. When 
entering the post-pandemic, offices and physical locations 
will become hubs from where remote employees can 
connect, collaborate, and socialize with office employees.  

5.1.3. Culture  

In the wake of the pandemic, companies will plan to 
adopt the hybrid work model in which some employees 
will work locally and others remotely, based on the 
company’s strategy. When the organization aligns its 
working model with its business strategy, it attracts the 
right talents, increases productivity, reduces costs, 
improves employee satisfaction, and has respectful 
leadership. Employee retention is affected by remote 
leadership during the pandemic. Whether an organization 
can retain employees is linked to its ability to survive a 
crisis. Over half of the employees interviewed felt that 
their opinions of company leaders improved during the 
pandemic. If there is a career path for them, they are also 
planning to work for the current company. A company’s 
survival is linked to employees’ loyalty. 

When homes are converted into offices, the COVID-19 
dilemma has a significant impact on how the organization 
and employers operate overnight. Employees are growing 
busier and multitasking more frequently. However, 
something unexpected has happened employees choose to 
work from home. Employees felt more productive at home 
and appreciated the freedom of not just where they 
wanted to work but also the ability to return to the office 
when necessary. The remote work model is changing, and 
the flexible work model now provides the opportunity for 
culture building by increasing employee productivity. 

How to maintain company culture and strengthen the 
value of an organization during the hybrid work model. 
Productivity is more closely tied to a sense of belonging 
than to money. A sense of belonging is not rewarded with 
compensation, but when employees feel that they are part 
of a team sharing the same values, doing good to the 
world, and the contributors can be recognized when they 
take the risks. Create connections in remote areas through 
virtual meetings, while avoiding fatigue and signing up 
for a company volunteer event. The purpose of hybrid 
work aims at maintaining a business culture while 
strengthening the organization’s values.  

Taiwanese employees are increasingly working 
remotely following the global company’s policy, proving 
that people are eager to experience the cultural aspects of 
the office environment. Although a lot of regional 

companies will continue to have offices, greater 
acceptance of remote work will force them to establish a 
new work model. Considering mixed work arrangements, 
employees in the Asia Pacific have high confidence in the 
company’s future, while few are very confident in their 
career prospects. According to some global surveys, it 
shows the young generation such as the Millennium has 
more confidence level to work remotely. The hybrid work 
model has raised concerns that employees may feel 
isolated or disconnected. In this case, employees’ voices 
would need to be heard. Committing to EDI (Diversity, 
Equity, Inclusion) as the company culture is one way to 
ensure remote workers’ voices are heard.  

5.1.4. Flexibility  

Flexibility is one of the key reasons why employees 
prefer mixed work models.  Flexible work arrangements 
make finding a work/life balance easier.  Employees who 
have more control over their work schedules have more 
time to attend to personal matters and they can free up 
time to deal with events in their personal lives. Employees 
are concerned about their health and safety when back to 
work. The fewer employees in the office, the lower the 
chance of employees getting infected with each other. 
Since employees can choose to work remotely in a mixed 
work mode, employees infected can stay at home. 

In this study, we examine the leading technology 
companies specializing in services, servers, and 
networking, and focus on the internet of things, AI 
solution, and the cloud as a service. These companies have 
a history of multiple remote work practices for work 
flexibility before the pandemic. A work-at-home culture 
has emerged because of the epidemic. It makes employees 
happier, more productive, and less likely to leave. On the 
other hand, flexible access to the office posed a new 
difficulty for businesses. To make working from home a 
healthy and popular office culture, it takes meticulous 
preparation by senior leadership management, as well as 
phased arrangements for trial and error collections. In the 
hybrid culture flexibility setting, home employees will not 
let go of their workplace competitiveness or be subjected 
to undue pressure from office employees.  

In addition, remote leadership is important. Leaders 
who are primarily effective in fieldwork arrangements do 
not necessarily prove so in hybrid virtual methods. 
Leaders now need to appear in different ways, when they 
are face-to-face with some employees and interact with 
others virtually. Managers need to develop social cohesion 
and build trust in the hybrid work model with their 
employees. When managers are working from the remote 
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several days a week, it conveys the message that 
employees do not need to work in the office to be 
successful. In a hybrid workplace, what managers 
demonstrate can have a significant impact on the 
behaviors of employees. Sometimes, email and text 
communication are sufficient, or even better, because it 
allows employees time to write responses after thinking. 
However, when building trust or discussing sensitive 
work-related issues, such as promotion, salary, and 
performance, face-to-face is the first choice, followed by 
video conferencing, which can increase participants 
compared to audio demonstrating the ability to 
understand non-verbal information.  

5.2. Employees’ Points of View  

When speaking with employees, the purpose is to 
learn how they handle the shift to remote work and what 
they’re doing to make the change successful. From the 
perspective of employees. we gain in-depth knowledge of 
the four pillars as well. The four elements are flexibility, 
collaboration/communication, wellness, and technology.  

5.2.1. Flexibility 

In our interview, the facility of an employee’s home-
office environment and technical settings have a 
significant role in their remote productivity. The employee 
interviewed said they have the fundamental skills 
required to continue organizational operations and 
processes, and 50% of employees feel more efficient. 
Remote work does not entail working anywhere and 
anytime, but it offers the option. By allowing employees to 
make decisions regarding what, when, and where they 
work within defined areas and allowing them to jointly 
decide which roles and responsibilities can be flexible, 
employers can increase employee productivity and get 
better performance out of their employees. Employees 
who have greater flexibility are more likely to collaborate.  

When the pandemic and lockdown pushed everyone 
to work from home, employees and employers scrambled 
to do their best under difficult circumstances. Research on 
employee emotions shows that remote work has a positive 
impact on the overall employee experience. For years, 
more flexibility in management has been a trend in human 
resources, but the pandemic does show that the office does 
not equate to productivity and the benefits of remote work 
for overall health and well-being. Companies face the risk 
of brain drain and employers make remote work.  

Does the employee want to continue working from 
home or back to the office as soon as possible?  There is a 
common notion that remote work reduces the degree of 

innovation. Some leaders feel that employees who come 
into the workplace to have official or casual conversations 
with coworkers in the corridor or building will generate 
more creativity than those who stay at home.  

Alternatively, mixed work environments enable 
employees to have access to more resources and provide 
greater flexibility in how they spend their time and space. 
With a hybrid work approach, more chances for mindful 
collaboration can be designed. Work efficiency is not 
affected by the pandemic. Most employees want 
employers to rethink the length of workweeks and the 
number of hours people expect to work. More than half of 
the employees believe they can work within 40 hours. 
Hence, both employers and employees should measure 
work in terms of results, instead of hours worked. 
Although, company leaders have not yet adapted to the 
need for results-based rather than time-based methods. 
Employees believe that managers evaluate their 
performance based on results instead of hours worked. 
Rather than working longer, employees want to work 
smarter. As a result, keeping a flexible schedule is key. To 
this end, company leaders must establish a culture of trust 
and replan and collaborate for a new era of flexible work, 
and shift to providing support, and guidance to help 
managers transform from evaluating work and workers 
based on hourly input to output for results.  

5.2.2. Collaboration/Communication 

Although the employees interviewed favor “flexibility 
of working from home”, they believe that the most 
important aspect of being away from the office is, first and 
foremost, interpersonal communication. The second is 
peer social engagement, and the third is a delicate 
environment in which they can receive whatever need 
while working collaboratively face-to-face. 60 percent of 
the interviewees miss the office most. Work-life balance 
and flexible working hours were also mentioned as 
advantages of remote work.  

According to the official site study, many people 
desire a human-centered experience at work. Even as 
offices continue to exist, a growing acceptance of remote 
work is pushing many regional businesses to adopt a new 
workplace paradigm. Flexible work arrangements can 
alter how employees work; for example, nine or five 
working days could go away, and work hours could be 
tailored to employees’ needs/preferences. As long as the 
aims and objectives are met, this will mean less reliance on 
the office setting, and more work can be done anywhere. 
While remote employees stated they liked working from 
home because it gave them more flexibility, they missed 
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the office for personal connection, social interaction, and 
face-to-face collaboration with coworkers. Employees 
don’t have the resources in their home office to get 
everything they need to finish their work. During our 
interview with IT professionals, we learned that they 
missed their work at work. Employees have also 
mentioned the advantages of remote employment, 
including a better work-life balance, more flexible 
working hours, and shorter commutes. When the 
necessary technology tools are available to work from 
home, they believe it is more productive, but they couldn’t 
afford to set up a facility or workspace. They thought that 
working from home would last forever, but now that the 
epidemic hasn’t ended, the company has a different idea.   

Since the epidemic began in 2020, people’s lives and 
their work have been greatly affected. Many employees 
were working from home and thought they would 
continue forever, but now that the epidemic is about to 
end, the new normal is about to come to light with 
different ideas and communication. For example, Google 
announced that the company would begin transitioning to 
a hybrid workweek due to breakthroughs in prevention 
and treatment, as well as a continuous drop in cases. 
Google will assist workers who work remotely in 
transitioning to the new hybrid model. Employees who 
are unable to return to the office right away may request a 
work-from-home extension. Some employees may be 
required to work more than three days per week, 
depending on the nature of their profession. 

5.2.3. Wellness 

In the interview, three-quarters of interviewees (70%) 
said that having the correct mental health support is 
critical to their future success, and they anticipate 
employers to pay more attention to the issue. On the other 
hand, employers appear incapable of supporting their 
employees’ well-being. More than half of managers say it 
is tough to tell when their staff is dealing with mental 
health issues or stress. Employees claim that their bosses 
did not pay enough attention to their mental health. This 
demonstrates that mental health is a universal issue. As a 
result, this is a key challenge facing employees and 
employers post-pandemics. The major factor that 
contributes to the employee experience is work-life 
balance. Since the past two years have been challenging 
for all employees, it is even more important to maintain a 
healthy lifestyle. Many IT companies set up global 
wellness programs to promote overall health and well-
being by providing employees with the programs and 
resources to boost employees self-esteem and self-ego. 
That is why some IT companies hold a wellness day every 

month on a full-day leave to reset the psychological state 
of employees.   

Several key data have been thoroughly reviewed for 
decision-makers’ consideration for the post-pandemic 
business strategy and organization success. A post-
pandemic approach will require offices and work plans to 
prioritize employee health and well-being before the 
business plan and performance. Vaccinated and 
unvaccinated employees require innovative solutions to 
protect themselves, as well as to meet the growing 
expectations of employees for remote working.  

During the pandemic, when companies adopted a 
work-from-home policy, employers around the world 
prioritized the health and safety of their employees. 
Today, the number of cases of infection around the globe 
is turning low along with Omicron’s variants being under 
control, employers are ready to restore the workforce to 
normal conditions. Some companies are planning a new 
combination of remote and on-site work as hybrid work 
arrangements, where some employees work locally, and 
others work from home. Some companies are planning for 
the co-working space or going for the full remote.  No 
matter which model is being applied, the new model is 
expected to acquire talents, increase the productivity of 
individuals and small teams, reduce costs, increase 
personal flexibility, and improve the employee 
experience.    

5.2.4. Technology  

COVID-19 changed the way employees worked. 
When employees’ dining rooms are converted to offices, 
employees are settled into new routines and schedules. 
When employees felt more satisfied and productive at 
home and liked the flexibility of choosing where they 
work and wanted the option to go into the office as 
needed. Hybrid work is now becoming the new normal. 
As a result, the workplace will be redefined on a 
technology premise: more collaboration and socialization, 
and fewer dedicated workstations. This will allow for a 
more holistic approach to the workplace. As an 
increasingly remote workforce, both works will take place 
at the workplace and out of it. This means office 
experiences will be redefined based on technology. This 
involves considering who needs to be in an office versus 
who can do their work at home, at a coffee shop, or 
elsewhere. The bold vision will create a more flexible, and 
modern work environment.  

Amid 5G, digitization, automation, and AI 
advancements, the past two years of pandemic crisis have 
taught the companies in the IT industry how to be agile, 
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and how to take time to connect with their employees. It 
has shown how geography and physical space are not a 
barrier to advancing the way people live and work. No 
matter where employees sit, the work gets done. Agile is a 
mentality based on the Agile manifesto values and 
principles. These values and principles guide how to 
approach change and deal with uncertainty. In essence, 
the first sentence of the Agile Manifesto says it well: 
Discovering better IT software development methods by 
doing and helping others.  

Employees believe that the organization can improve 
in areas such as accessing HR policies and documents, 
simplifying the submission process for fees and vacation 
applications, and so on. For example, Slack is a channel-
based collaboration platform. Employees can interact 
more successfully with one another and with external 
customers. It’s simple to gather materials and information 
to do the best work, and it’s all done in a seamless, safe 
environment. Because of the wide collaborative 
experience, the technology makes it easier for employees 
to collaborate in a more connected, flexible manner. It 
allows employees to form stronger bonds, improves 
culture, allows employers to make faster decisions, and 
boosts productivity.  

Employees in Taiwan have increasingly moved from 
the office to the remote workplace, and this shows that 
many people are now seeking the cultural experience of 
the office. There is no denying that offices will continue to 
exist, but the acceptance of remote work is forcing many 
regional companies to adapt to a new workplace model. 
When given the opportunity of mixed work 
arrangements, many employees have high confidence in 
their company’s future.  

6. Conclusion 

This study focuses on how to choose the best-fitting 
workplace, using the information technology industry as 
an example, and re-imagine how the workplace will work 
post-pandemic. As of now, no comprehensive work model 
has been developed or can be applied to simulate the best 
scenarios for the best organization operations, including 
physical premise and job role category, not to mention 
gender equity and inclusion. The study offers insight into 
the industry and research on future work plan 
management, based on a hybrid work approach. As 
organizations around the world slowly return to the office, 
a mixed workplace with a human-centered approach is the 
new standard. To reflect on our experiences, here are the 
key lessons we learned:  

Firstly, leaders must be prepared for changes and 
adapt. Unpredictability and constant change are nothing 

new. Adapting to change is the new normal. Modernizing 
and simplifying the company’s technology and 
continuously improving employees’ skills, with effective 
communication are key differentiators. In this way, 
companies are well-positioned to meet the unpredictable 
crisis ahead. Today, it is the company’s flexibility, and 
leadership to transform it. 

Secondly, IT must be innovative and nimble. The 
experience of the pandemic has shown that both 
employers and employees must not only be flexible but 
also agile in technology. The Digital transformation is 
accelerating the pace of the entire business by requiring IT 
to be innovative and align with company strategy and 
organization. The company must be continuing to upskill 
employees in AI, mobility, and cloud business expertise. 
The pandemic in 2021 has proved that agile is critical to 
increasing the flexibility and productivity of the company. 
To deal with ongoing uncertainty and change shifting the 
strategy paradigm in the workplace model is the right 
trend to move effectively. The management team must 
play a role in assisting all employees. Technology will be 
a key enabler in reshaping the way business is delivered. 
Automation and artificial intelligence will be the key tools 
required, and leadership excellence will be necessary for 
impact change. The company embracing the opportunity 
to simply automate and allow employees to focus on high-
level processes while leveraging their expertise to 
stimulate short-term solutions will be a trophy. The 
company leadership team can turn the tide in 
communications and collaboration because of the big 
employee departure tide for flexible work.  

Thirdly, make the organization the best place to work 
for.  As the level of burnout increases, so does the level of 
work tension. With the new opportunities that come with 
people working remotely, every company is struggling to 
find the office employees and remote employees they 
need. Considering this new work model, we need to 
overhaul the way we work before.   Companies need to 
make the organizations the best places to work to give 
employees reasons to stay which means the company 
using technology to streamline operations, remove 
unnecessary tasks, increase productivity, and provide a 
better experience for the entire workforce - all to help the 
overburdened employees can do their jobs well and stay 
on the job in finding more satisfaction and fulfillment.  

Fourthly, the hybrid work will be with us for a long 
time. The pandemic forces organizations to implement 
remote office options and they will be continuing to offer 
this option in response to employees’ demands. We must 
recognize that talent is readily available, it is a competitive 
necessity. Hence, providing flexibility to employees 
around the world is imperative. The focus is on ensuring 
the hybrid work arrangement has the tools and best 
practices to work together. 
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Lastly, the company’s strategy has an impact on the 
work paradigm at the workplace. There are a variety of 
styled work arrangements based upon the company’s 
post-pandemic approach; we mention four options: Fully 
remote, with an emphasis on the new technology and 
virtual office; Office, with a focus on collaboration and 
innovation; Hybrid work, with a focus on flexibility; 
Satellite office/Co-working space, with a focus on 
wellness. There is no such thing as a one-size-fits-all 
solution. It all depends on the organization’s long-term 
plan and short-term priorities. In the post-pandemic era, 
the work, the workplace, and the workforce will be put to 
the test and re-adjusted. Considering Taiwan has from 
time to time entered and lifted the lockdown in the last 
two years, this arrangement combining remote work and 
office work is taken into consideration locally to be in line 
with employees’ needs, as well as their ability to 
collaborate and work efficiently in a shared physical space 
design. The future of work is striking a balance between 
the two, and Taiwan will be no exception. 

6.1. Conclusion and Suggestions 

There is a possibility that a new event could hit, and if 
that happens, businesses must be prepared. A new variant 
could usher in another chapter in the crisis event, and if 
that happens, a business must be ready to deal with it. But 
for now, the pandemic phase is coming to an end. Given 
this conclusion, this study has focused on how to support 
the post-pandemic workforce through technology, 
communication, and human-centric office space. It is no 
longer possible to go to work the way we used to.  

During the COVID-19 pandemic, the function of 
traditional physical offices is outdated and interrupted. 
The company leaders now have an opportunity to crash 
the location-centered workplace and re-design it into a 
human-centered workplace. In this human-centered 
workplace, company employers and employees can 
protect talents in this digital age and deliver business 
results. The people-oriented work model is recognized by 
flexibility and empathy, makes employees feel more 
incent, and increases their productivity and engagement. 
It also enables the organization to better respond to 
customers’ demands, be more able to withstand 
interruptions, and increase productivity. It can also reduce 
a range of costs from real estate to employee turnover.  

6.2. Future Research 

Moving forward, a people-oriented approach is 
effective from employers’ and employees’ perspectives, 
but it requires the leadership team to commit to leveraging 
a hybrid workplace strategy. The first step is to get rid of 
old thoughts about the meaning and function of the 

traditional work model. Due to time constraints, no full-
fledged details are being fully sought out and only 
technology leaders and experts were consulted, so this 
study may not be comprehensive enough to explore the 
effectiveness of using vast data. Future studies are 
expected to extend the research scope and enhance the 
depth and width of the people-centered work model and 
approach.  
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