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Executive Summary
Project Background
OMF developed a telework pilot to evaluate how we can expand teleworking options for staff. The pilot
has been discussed in the context of the Portland Building Reconstruction Project, but the intent is to
leverage whatever we learn across bureaus, particularly because learning how to effectively and
responsibly implement telework policies will be a critical piece in the City’s effort to become an
“Employer of Choice,” especially with the demographic shifts in our workforce over the next few years.
In addition to our long-term interest in telework, given the recent snow and ice events there is a desire
to look at teleworking as a continuity of operations tool for some employees in cases of office closures.
This pilot project gives us the opportunity to evaluate how work may be appropriately accomplished in a
telework environment and will help inform us how we can successfully move the City towards more
flexibility in how we work.

Key Findings
▪

▪
▪

▪

▪
▪

▪
▪

Training opportunities in IT, non-IT, and management will contribute to teleworker success.
Nearly 50% of first time teleworkers called the BTS HelpDesk for assistance. Almost 50% of the
comments of those surveyed were specific to first time setup questions.
There weren’t consistent processes in place to enroll teleworkers across bureaus. The lack of
consistency contributed to increased BTS HelpDesk calls.
Not all participants had a bureau teleworking advocate/SME that could be used as a first line to
answer questions. Those bureaus that did have this resource in place reported a more successful
transition to teleworking.
Participants reported various impacts culture has on teleworking. This ranged from top down
support for teleworking, lack of coworker teleworker support, to coworkers being
uncomfortable scheduling meetings with a teleworker.
Participants are unfamiliar with available technology tools that can be leveraged while
teleworking.
While some participants reported Skype for Business worked well, the majority of the comments
reported reliability issues with Skype for Business. Training in how to use this tool may have
been the main contributing factor to the issue.
Screen size was a reoccurring theme for most users in that adjusting to a laptop screen size at
home impacted productivity.
Teleworking pilot benefits and risks had alignment with the industry Recognized Benefits/Risks
of Teleworking (see Appendix 1a). As shown in Table 1, benefits and risks identified from the
pilot are in alignment with that of what is recognized in the industry.
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Table 1: Industry Recognized Telework Benefits/Risks Aligned with OMF Telework Pilot
Industry Recognized Benefits Aligned with the OMF Telework Pilot
Industry
OMF Telework Pilot Goals/Findings
COOP
COOP
Improved Employee Retention
Employer of Choice Initiative
Expanded Talent Pool
Employer of Choice Initiative
Real Estate Cost Savings
Space Needs via TPB Project Reconstruction Project
Improved Employee Productivity
Improved Employee Productivity
Increased Organizational Flexibility
Increased Organizational Flexibility
Work-Life Balance
Work-Life Balance
Increased Personal Flexibility
Increased Personal Flexibility
Industry Recognized Risks Aligned with Telework Pilot Recommendations
Industry Risk
OMF Pilot Mitigation
Operational Risk | Teleworker
Recommendation 1: Training
underperformance
Social Risk | Adverse reactions from Recommendation 1: Training
co-workers
Recommendation 4: Culture
Organizational Risk | Management
Recommendation 1: Training
resistance
Recommendation 4: Culture
Organizational Risk | Lack of face-to- Recommendation 1: Training
face communication
Recommendation 4: Culture
Technology Risk | Nonexistent or
Recommendation 1: Training
insufficient technology to support
Recommendation 2: Standard Telework Processes
telework job duties
Recommendation 5: Technology
Technology Risk | Technology
Recommendation 2: Standard Telework Processes
failures / operational issues
Recommendation 5: Technology
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Key Recommendations
Recommendation 1: Training
The City of Portland should implement training to address teleworker tools and processes as well as
management training on how to effectively manage a teleworker.

Recommendation 2: Standard Telework Onboarding Processes
The City of Portland should implement a common set of citywide onboarding processes that support a
consistent teleworking environment for users across bureaus.

Recommendation 3: In Bureau Support
Bureaus should assign at least one teleworking advocate/SME to help users transition to teleworking; be
knowledgeable in available technology services, how to use these services, and be familiar with specific
bureau applications and processes.

Recommendation 4: Culture
The City of Portland should apply organization change management as part of a citywide teleworking
program.

Recommendation 5: Technology
BTS should provide reliable and easy to use technology solutions that enable productive teleworkers.

Recommendation 6: Secure & Reliable Access
BTS should have secure, reliable, and scalable infrastructure in place to support increased telework
access demands.

Next Steps
As a next step to the teleworking pilot recommendations, a program should be formalized to:
▪
▪
▪

Further define and prioritize recommendations.
Create a roadmap for each set of recommendations.
Define work packages for each roadmap item (from recommendations above).

Teleworking will continue to increase in July and throughout the summer as bureaus prepare to move
out of The Portland Building. It is recommended that a roadmap addressing recommendations should be
developed July – Sept with a final program work plan ready to execute no later than September, 2017.
Defining ongoing post project support for teleworking should be included as part of the formalized
program.
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Pilot Approach
Approach
The pilot lasted roughly 90-days, April 2017 to June 2017, with 102 participants. Bureau feedback came
from bureau representatives participating in the pilot (see Table 3 below). Two surveys were distributed
to pilot participants and one survey was distributed to managers of pilot participants. These surveys
were used to provide a broad range of feedback. Bureaus impacted from The Portland Building
Reconstruction Project were initially selected to participate in the teleworking pilot.

Participating Bureaus
Table 2: Participating Bureaus
Bureau
BES
CBO
Water
PBOT
Parks
OMF – CAO Office
OMF – CAO – Business Ops
OMF - BHR
OMF – BIBS
OMF – BRFS
OMF – BTS
TOTAL

BTS Enterprise Architecture

Pilot Participants
19
3
7
22
12
2
4
11
4
5
13
102
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Roles and Responsibilities
Bureau representatives were identified by the previous pilot project manager. These bureau reps
provided a key role in the pilot, which include:
▪
▪
▪
▪
▪

Identified pilot participants.
Acted as the bureau teleworking advocate.
Provided general pilot feedback.
Provided guidance/feedback in survey questions.
Acted as reviewer in the final report.

Table 3: Bureau Roles and Responsibilities
Bureau
Name
BES
Lynne Casey
Baron Howe
CBO
Claudio Campuzano
Water
Susan Bailey
PBOT
Maribeth Elmes
Todd Watson
Parks
Glenn Raschke
OMF – CAO Office
Jamie Waltz
OMF – CAO – Business Ops
Ralph Smith
OMF – BHR
Gale Baird
OMF – BIBS
Diane Seaton
OMF – BRFS
Ken Rust
PBEM
Courtney Patterson
OMF – BTS
Amy Tuttle
OMF – BTS – Customer Relations Elyse Rosenberg
OMF – BTS – Support Center
Bryan Pirrello
OMF – BTS – Help Desk
Nelson Zenzano
OMF – BTS – Network/Telecom
David Berg
OMF – BTS – Network
Moira Gentrup
OMF – BTS – Enterprise Arch
Paul Rothi
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Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Bureau Pilot Rep
Reviewer
Bureau Pilot Rep
Surveys/Reviewer
Reviewer
Reviewer
Reviewer
Reviewer
Reviewer
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Recommendations for Establishing a Citywide Implementation
Recommendations were derived from the use of surveys and direct input from bureau representatives.
Both were used as inputs to create a Teleworking Business Model (see Appendix C) which describes the
critical activities and resources that enable a successful teleworking program.
Recommendations are broken out based on priority:
▪ High-Priority Recommendations that should be addressed before a citywide teleworking
initiative is implemented.
▪ Low-Priority Recommendations that should be addressed at some point after a citywide
implementation.

Plans and Policies
High Priority - Address for a citywide telework implementation
Recommendation 1: Training It was clear that training is a large gap that needs to be addressed.
According to a survey, out of 76 responses, 25% of users called the BTS HelpDesk 2-5 times,
27.63% called the BTS HelpDesk once, or in other words, users called the BTS HelpDesk 52.63%
of the time. There are three specific areas of training that should be addressed.
▪ IT User Training The City of Portland should provide technology training to users in
support of teleworking – both for teleworkers and those who interact with teleworkers.
This training will support end users in the use of available tools and how to leverage
these tools when teleworking. Some of these services include:
o Skype for Business
o Office 365 Online (OneDrive, Groups, etc)
o Connection options (city owned vs personal)
o Teleconferencing services
o General collaboration services
▪ Technology Trainer A Technology Trainer has been identified as a resource gap to
deliver technology training in support of teleworking.
▪ Non-IT User Training Users should get training in the processes required by the bureau
as well as citywide processes that are defined to support teleworking.
▪ Management Training The City of Portland should provide management training on
how to effectively manage teleworking staff, and the challenges/change-management
telework might bring to the existing way of doing business.
Recommendation 2: Standard Telework Onboarding Processes A standard set of citywide
onboarding processes should be developed to support a consistent teleworking environment for
users across bureaus.
▪ Skype for Business The City of Portland is not leveraging the full capabilities of Skype,
therefore a set of Skype usage standards should be developed.
▪ Enrollment A standard set of processes and guidelines addressing general teleworker
enrollment should be documented and used for consistency.
o Teleworking Enrollment The City of Portland should develop standard
teleworking enrollment processes, to include required training, ensuring
consistency across bureaus.
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o

o

Remote Technology Assessment The City of Portland should develop a
teleworker technology assessment process to ensure new teleworkers have the
appropriate tools in place to be successful for the type of access (VPN,
OneDrive, etc) required.
HRAR 4.04 Human Resources should review HRAR 4.04 and include bureau
stakeholders in the review. Bureaus should think about adding an extension
form to address bureau specific policies.
▪ Review guidance regarding suitability of work assignments.
▪ Support of non-city owned devices will be limited to best effort.

Recommendation 3: In Bureau Support Bureaus should assign at least one teleworking
advocate/SME to help users transition to teleworking; be knowledgeable in available technology
services, how to use these services, and be familiar with specific bureau applications and
processes.
▪ In Bureau Support There needs to be bureau support, top down, for teleworking to be a
success.
▪ Bureau Super User Bureaus should have at least (1) bureau representative that is
knowledgeable in teleworking processes, both citywide and bureau specific, as well as in
available tools and services.
Recommendation 4: Cultural Culture at the City of Portland plays a large role as to whether
teleworking will be successful long term.
▪ Organizational Change Management The City of Portland should apply consistent
organizational change management as part of a citywide teleworking program.
Low Priority - Address at a later date
Policy/Forms
▪ External ESS/MSS Access Human Resources should review the policy that currently
restricts external access to ESS/MSS services via the web without the use of a VPN
token. Policy review could be addressed concurrently with High-Priority activities.
▪ HRAR 4.04 Telework Agreement Form Human Resources should migrate to an
electronic form from a paper based form.

Technology
High Priority - Address for a citywide telework implementation
Recommendation 5: Technology BTS should provide reliable and easy to use technology
solutions that enable productive teleworkers.
▪ Skype for Business BTS should ensure a reliable Skype for Business service.
o This applies both to training and technology.
▪ Teleconferencing BTS should provide teleconferencing service options with up to date
documentation.
▪ BTS Support BTS HelpDesk should provide consistent support functions and
documentation for teleworkers.

BTS Enterprise Architecture
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Recommendation 6: Secure & Reliable Access BTS should provide a secure and reliable method
to access City resources.
▪ VPN SSL Access The current VPN SSL infrastructure is scalable to meet the needs of an
increased demand. There are two key points:
o Licenses Additional licenses will need to be procured to support an increased
work load.
▪ Continued monitoring of concurrent users should be in place to ensure
license count.
▪ Current concurrent user license capacity: 300
• Maximum concurrent users supported: 2500
o Capacity Management Continued capacity management will be required to
ensure adequate bandwidth.
Low Priority - Address at a later date
Electronic Documents
▪ E-Forms/E-Signatures The City of Portland should start moving away from paper based
forms to an electronic based form system.
Secure Access
▪ Persistent VPN Feature Persistent VPN allows users using city laptops on an external
network to automatically authenticate with full tunnel access, no VPN tokens required.
Today this type of access requires an RSA token.

BTS Enterprise Architecture
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Appendix
1. Industry Recognition
Industry recognized organizational benefits and risks associated with teleworking programs have been
documented. It’s important to note and be aware of as some of these same themes surfaced in this
OMF sponsored telework pilot.

1a. Benefits of Teleworking
Table 3: Recognized Benefits for Telework [Source: www.businessofgovernment.org]
For the Organization
Continuity of Operations
Organizations with significant telework capabilities can maintain
(COOP)
operations during major weather events, pandemics, terrorist
attacks, or other disruptive events.
Improved Employee
Employers with telework programs tend to have lower employee
Retention
turnover than those without such programs. One Denver-based
company reported going from 60 percent to 0 percent turnover by
initiating a telework program, which now has 20 full time and 4-part
time teleworkers among a staff of 44 (Silva, 2007). Similar results
have been reported by a number of other organizations.
Real Estate Cost Savings
Organizations that support full- or part-time telework can realize
office and real estate cost savings. For example:
“At IBM, 40 percent of the company’s 355,000 employees are
classified as mobile and do not have an office space of their own,
because they either work from home, work at a customer’s office or
are on the move most of the time. IBM provides eMobility centers—
suites of temporary offices that mobile workers can use. The
company estimates that its mobile workforce reduces its real estate
requirements by at least 2 million square feet, saving IBM about
$100 million a year.” (Kelly, 2007)
Improved Employee
In a Cisco Systems (2009) study, teleworkers were asked about
Productivity
productivity issues. Of the 1,992 teleworkers surveyed, 83 percent
said they experienced an equal if not better ability to communicate
and collaborate with co-workers than their ability to do so on-site.
Sixty-seven percent of workers reported improved quality of their
work, 75 percent reported an improvement in the timeliness of their
work, while 69 percent of those surveyed reported greater
productivity. Particularly interesting is the fact that teleworkers
reported that 60 percent of the time they saved by not having to
commute were used to work on office tasks, while 40 percent
applied that time for personal tasks.
Increased Organizational
Telework makes it possible for an employee to be in two places at
Flexibility
once. A teleworker can be sent across the country or overseas on a
“firefighting” mission, and still be productive in their regular duties
when not directly interacting with customers, clients, or colleagues.
In addition, an organization that employs both full and part-time
teleworkers may have the flexibility to adjust to the “ebb and flow”
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Reduced Health Care Costs

Accommodation for
Americans with Disabilities
Expanded Talent Pool

For the Employee
Work-Life Balance

Increased Personal Flexibility

Employee Satisfaction

BTS Enterprise Architecture

of workload by bringing on employees (with their consent, of course)
on a moment’s notice.
Teleworkers use fewer sick leave days, and take advantage of
preventative medical care more often. This is primarily due to the
convenient access home-based teleworkers often have to medical
care facilities, and the fact that they are able to schedule
appointments during the work day with much less disruption to the
normal work schedule. Office workers, on the other hand, are more
likely to have to take several hours off from work in order to have a
brief medical appointment.
The EEOC and the courts have ruled that, on a case-by-case basis,
telework may be a reasonable accommodation for individuals with
disabilities (Kaplan et al, 2006)
According to the State of Virginia, an untapped talent pool of
qualified potential employees is unable to drive. Teleworking can
alleviate the need for transportation altogether, allowing companies
to hire these employees. (Virginia.gov, 2010) In addition to the local
benefits, it’s possible to hire specialist help from anywhere in the
world, thereby avoiding relocation expense and inconvenience for
workers and their families, and allowing agencies to hire the best
talent available.
In a study of 1,566 teleworkers at British Telecom (Maruyama et al,
2009), 74 percent of teleworkers surveyed reported a “good” or
“very good” work-life balance. Specifically, the study revealed that
while teleworkers reported working longer hours, they didn’t seem
to mind as long as they had control over the hours worked. Having
this flexibility contributed to an enhanced work-life balance, they
said. This finding also has some implications for teleworker
productivity. In a similar study of 1,992 teleworkers at Cisco Systems
(Cisco, 2009), 80 percent of participants reported an improved
quality of life.
If managed properly, teleworkers can have a great deal of flexibility
in scheduling work, personal appointments, and family
responsibilities during the day. As long as teleworkers are evaluated
on work performed, rather than time expended, this personal
flexibility can be very satisfying, contribute to job satisfaction, and
increase retention.
In a survey of 355 federal IT professionals, CDW-G (2007) found that
41 percent of employees who had the option to telework reported
that they were “very satisfied” with their job, as opposed to only 32
percent of those with no telework option. Ten percent of those with
a telework option and 15 percent without reported that they were
“unsatisfied” or “very unsatisfied” with their current job. Other
studies have yielded similar results. However, it appears that job
satisfaction reaches a plateau as telecommuting increases beyond
about two days per week (Golden & Veiga, 2005).
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Fewer Sick Days

For Society
Increase Demand for Goods
and Services
Reduced Dependence on
Foreign Sources of Oil and
Reduced Greenhouse
Emissions
On-Site Energy Savings

Teleworkers tend to use fewer sick days than non-teleworkers. If
teleworkers feel well enough to work, but do not want to expose coworkers to a potential infection, they may work a full day at home.
Increased demand for communications, networking, and equipment
required for telework.
Cisco employees participating in a telework study reported a cost
savings of $10.3 million per year in fuel that would normally be used
to commute. Cisco teleworkers reduced greenhouse gas emissions
from commuting by approximately 47,320 metric tons. (Cisco, 2009)
Agencies may cut energy costs along with the need for office space
and real estate. The utility costs associated with teleworkers are
typically borne by the teleworker, rather than the employer.

1b. Risks of Teleworking
Table 4: Telework Risks and Mitigation Strategies [Source: www.businessofgovernment.org]
Risk Category
Specific Risk
Mitigation Strategy
Technology Risk
Nonexistent or insufficient
Strategic Technology/Telework Planning,
technology to support
technology checklists and guidelines
teleworker job duties and
expectations
Technology failures/operational Technology support/help desk, peer
issues
communications
Operational Risk
Teleworker underperformance
Goal-setting, performance evaluations, clear
telework agreements and teleworker
expectations
Social Risk
Poor work-life balance/low job
Performance monitoring and measurement,
satisfaction
goal-setting, appropriate teleworker
selection, ability to withdraw from telework
Adverse reactions from coRegular communications, monitoring and
workers
distribution of all workloads, teleworker
training for non-teleworkers
Organization Risk Management resistance
Pilot programs, education, training, peer
pressure, disciplinary action
Lack of face-to-face
Teleconferencing, regular on-site meetings
communication
Lack of teleworker visibility to
Career development, regular communication
management
between teleworkers, on site peers and
managers, engagement in office activities
and recreational opportunities
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2. Survey Results
2a. Survey #1 – Participants
Of the 102 pilot participants, there were 88 responses or an 86% response rate.
And the Survey Says
▪

▪

▪

▪

▪

▪

▪

▪

▪

Primary method intended to use to connect to city resources the majority of the time:
o RSA token (City computer) – 71.43% (60)
o RSA token (Personal computer) – 16.67% (14)
o Office 365 (Outlook online, OneDrive, Skype online) – 11.90% (10)
Did you get a new laptop for this pilot:
o Yes – 46.43% (39)
o No – 53.57% (45)
Which of the following do you plan on using to connect to city resources (check all that apply):
o City laptop – 82.14% (69)
o Personal computer (Windows) – 27.38% (23)
o Personal computer (Mac) – 10.71% (9)
o City mobile phone (Email access) – 30.95% (26)
o City tablet (Email access) – 23.81% (20)
Were instructions to connect to city resources easy to understand:
o Yes – 72.62% (61)
o No – 20.24% (17)
o N/A – 7.14% (6)
o Comments: Users still required support.
▪ Quote: “I wouldn't have been able to follow the written instructions without
someone from IT walking me through them first.”
Did you use the new HelpDesk Telework page:
o Yes – 27.38% (23)
o No – 72.62% (61)
Were you able to successfully connect to city resources from home the first time you tried to
use your VPN token:
o Yes – 64.29% (54)
o No – 29.76% (25)
o N/A – 5.95% (5)
How many days per week are you teleworking:
o Less than 1 – 15.48% (13)
o 1 – 57.14% (48)
o 2 – 25% (21)
o 3 – 2.38% (2)
Please list your prior teleworking experience:
o New teleworker – 58.33% (49)
o Existing teleworker – 14.29% (12)
o Ad-hoc teleworker – 27.38% (23)
What has gone well so far:
o BTS HelpDesk

BTS Enterprise Architecture
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o Reduced commute time
o Increased productivity
o Skype for Business
o Increased flexibility
What didn’t go well so far:
o Culture
▪ Quote: “I also have also noticed that some employees not able to telework are
not willing to cooperate with those employees who are able to telework which
makes it challenging for this pilot.”
o Screen size/Monitor
o Skype for Business/BT
▪ Quote: “Teleconferences using Skype/BT can be problematic - sometimes the
technology fails - dropped calls, screen sharing issues, and on the non-tech side
- phone conferencing is more challenging than face to face meetings for a
number of reasons.”
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2b. Survey #2 – Managers
Of the 72 teleworker managers, there were 55 responses or a 76% response rate.
And the Survey Says
▪

▪

▪

▪

▪

▪

▪

Was the HRAR 4.04 telework agreement form easy to navigate with your employees:
o Yes – 94.12% (48)
o No – 5.88% (3)
o Note: Comments request the form addresses ad-hoc teleworking.
Are there sections of the HRAR 4.04 form or policy that should be revised or clarified:
o Yes – 21.57% (11)
o No – 33.33% (17)
o I don’t know – 45.10% (23)
o Note: Several comments request addressing ad-hoc teleworking.
Was it easy to determine teleworker eligibility requirements:
o Yes – 94.12% (48)
o No – 5.88% (3)
o Note: Comments suggests manager/supervisor training on eligibility.
Two biggest challenges to teleworker productivity in your group:
o Challenge #1 – 48 Responses & Challenge #2 - 32 Responses
▪ Meetings
▪ Reliability
▪ Culture
• Quote: “Manager support”
▪ Common Telework Processes
▪ Training
• Quote: “Managing productivity”
▪ Technology
• Quote: “Inadequate technology”
▪ Skype for Business
• Quote: “Skype awareness, training, stability”
Are you using a tool to track work productivity for teleworkers:
o Yes – Existing tool used for all employees – 23.53% (12)
o Yes – New tool specifically for teleworkers – 7.84% (4)
o No – I’m still reviewing options to manage teleworkers – 21.57% (11)
o No – 47.06% (24)
Have you seen a change in employee engagement since teleworking started:
o Positive – 37.25% (19)
o Negative – 3.92% (2)
o No change – 58.82% (30)
o Quote: “Employees feels they are being considered in the overall City goals of
teleworking. Often, many employees feel like it is the have vs. the have nots. Even
though this is not really a benefit, people perceive it as such and are feeling really
positive when they are allowed to participate.”
What do you perceive as the biggest barrier for expanding teleworking in your group:

BTS Enterprise Architecture
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o
o
o
o
o
o

▪

▪

▪

▪

Collaboration needs – 45.10% (23)
Cost – 3.92% (2)
Eligibility requirements – 5.88% (3)
Other – 21.57% (11)
No barriers, I’m ready to expand teleworking within my group – 23.53% (12)
Notes: (27) comments
▪ Collaboration/video conferencing tools
▪ Moving away from paper based processes/forms
▪ Common tools/process training
At the completion of the telework pilot, do you expect your bureau to increase the number of
teleworkers or the frequency of teleworking:
o Yes – 86.27% (44)
o No – 13.73% (7)
o Comments (Drivers):
▪ COOP
▪ Space needs
▪ Work/life balance
▪ Productivity
▪ Employee satisfaction
Do you plan on using teleworking as a tool for continuity of operations for some employees in
cases of office closures:
o Yes – I use teleworking as a tool right now – 49.02% (25)
o Yes – I plan on having a teleworking strategy in place within 6-months – 5.88% (3)
o Yes – I plan on having a teleworking strategy in place within 12-months – 7.84% (4)
o Yes – But I don’t know when – 19.61% (10)
o No – Teleworking is still being evaluated as a continuity of operations tool – 9.8% (5)
o No – 7.84% (4)
What has gone well so far: (41)
o Reduced commute time
o Employee morale
o Employee engagement
o Employee satisfaction
o Increased productivity
o Increased focus
What didn’t go well so far: (39)
o Culture
▪ Quote: “Some clients and staff prefer face-to-face contact and they will choose
to work with someone present rather than someone teleworking.”
o Collaboration tools
▪ Quote: “Collaboration tools are not as stable or beneficial as we need”
o Skype for Business
o Meetings
o Lack of training
▪ Quote: “Measuring productivity.”

BTS Enterprise Architecture
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2c. Survey #3 – Participants
Of the 102 pilot participants, there were 79 responses or an 78% response rate.
And the Survey Says
▪

▪

▪

▪

▪

Primary method used to connect to City resources:
o 74.36% (58) of users used an RSA token with a City computer.
o 14.10% (11) of users used an RSA token with a personal computer.
o 11.54% (9) of users used Office 365.
A new teleworker called the BTS HelpDesk:
o 0 – 42.31% (33)
o 1 – 28.21% (22)
o 2 to 5 – 24.36% (19)
o More than 5 – 1.28% (1)
o Note: 14 of the 29 (48%) comments were specific to first time setup questions and
issues.
The impact of teleworking to meeting schedules:
o No Impact - 55.13% (43)
o Impact – 44.87% (35)
o Note: Several comments indicated hesitation with coworkers to schedule meetings with
them while teleworking.
▪ Quote: “I've had fewer meetings. Also, people are reluctant to schedule group
meetings unless I'm in the office.”
Comfort level in setting up a meeting with somebody teleworking:
o Comfortable - 78.21% (61)
o Prefer to wait – 21.79% (17)
o Note: Comments indicate people that know how to use Skype for Business can use it
effectively, however there is a big challenge in that many users either don’t use Skype
for Business or don’t know how.
▪ Quote: “Not everyone seems to be on the same page about how/when to use
Skype for remote meetings. There is not a clear norm/expectation about
whether to try new tools when someone is working offsite, or just to wait until
they're back in the office.”
The two biggest challenges for a teleworker:
o Challenge #1 – 77 Responses & Challenge #2 - 65 Responses
▪ Screen size/Monitor
▪ Skype for Business
▪ Technology Reliability
• Quote: “Getting the equipment to work reliably”
▪ Culture
• Quote: “Despite offering phone/email/IM/Skype as options to contact
me, many people still wait until I'm back in the office to come talk to me
about their reporting needs”
▪ Training
• Quote: “No virtual meeting software”
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OMF SPONSORED

▪

▪

▪

▪

TELEWORK PILOT

▪ Phone
▪ Conferencing
Most effective communication method with direct manager while teleworking:
o Email – 78.21% (61)
o Phone – 12.82% (10)
o Skype for Business – 8.97% (7)
Most effective communication method with coworkers while teleworking:
o Email – 80.77% (63)
o Skype for Business – 12.82% (10)
o Phone – 3.85% (3)
o Note: Comments indicate not all users are using Skype for Business nor are all users
familiar with BTS services offered.
▪ Quote: “I don’t think my work group was presented with an option to try Skype
and I think that option would have been welcome.”
What has gone well so far:
o Fewer interruptions
▪ Quote: “Time to focus on projects without interruptions of an office.”
o Higher productivity
▪ Quote: “Being able to telework has allowed me to give my full attention to
detail on key projects and issues that normally while in the office would have
taken me twice as long with the interruptions and my office set up.”
o Increased focus
o Decreased commute time
o Increased work/life balance
o BTS HelpDesk
▪ Quote: “BTS help desk is very courteous and considerate.”
What didn’t go well so far:
o Training
▪ Quote: “Technology training for everybody.”
o BTS Service Delivery
▪ Quote: “I think that Skype should also be proactively offered to employees since
I didn't realize until the end that that might have been a useful tool for me.”
o Meetings
▪ Quote: “Meetings not set-up with remote access has been the only limiting
factor”
o Reliability
▪ Quote: “Having to drive in to work because of losing connectivity to my desktop
during bad weather.”
o Conference Room Phones
▪ Quote: “conference room technology - can't hear, mostly.”
o Skype for Business
▪ Quote “Skype and British Telecom need to be more reliable.”
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3. Teleworking Business Model

