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Successful home 
working at scale
Getting culture and adoption right
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The transformation of working experiences

Taking work home
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Allowing employees to
work from home

Employees have had the right to request home or flexible working for 
some time now with organisations reaping the benefits of broader 
talent pools, smaller real estate footprints and greater flexibility for 
workers. Yet home working has remained the exception rather than the 
rule. For many organisations, concerns over cybersecurity, reduced 
collaboration and productivity as well as ingrained cultures of 
presenteeism inhibited a broader uptake of home working.

However, when the pandemic forced the UK and other countries 
around the world into ‘lockdown’, working from home went from a 
choice to a necessity. With forced working from home, it has become 
clear that this short-term response to an immediate need might be 
here to stay. As employers and employees get first-hand experience of 
the benefits of home working at scale, this is fast becoming business-
as-usual, and a return to work in the traditional sense seems unlikely for 
a lot of organisations. 

Of the UK population mainly 
worked from home in 2015.

4.3% 

Of the UK population mainly 
worked from home in 2019.¹

5.1% 
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Allowing employees to
work from home

As companies adjust to this new model for the workplace, 
we’re seeing the widespread uptake of technologies that 
facilitate virtual work and remote collaboration, including 
virtual desktops and cloud-based collaboration platforms. 
However, simply making these tools available to workers is 
no guarantee of success. Organisations must consider 
the human aspects of adapting current technology or 
deploying new platforms to ensure the cultural change 
that engenders adoption at scale. Without this, the 
potential benefits of productivity, efficiency, flexibility and 
collaboration will not be realised, and organisations may 
be forced to revert to traditional office-based ways of 
working.
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Rolling out 
remote working
Four cultural challenges
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One of the less tangible, but no less important, 
aspects of centralised workspaces is that they foster 
a sense of community and togetherness. Being in 
the same physical space every day, sharing 
meetings and social events, and chatting to 
colleagues goes a long way to creating a shared 
sense of identity. All of this is much harder to 
replicate in the virtual world and there’s a danger 
that workers start to feel isolated and adrift from 
employer organisations.

Successful adoption is built on a combination of 
understanding the workforce and their specific 
technology requirements, gauging readiness for 
change and setting up reliable ways to measure 
success. This should happen before users transition 
onto the new platform, but when governments around 
the world put in place lockdowns companies were 
required to retroactively implement adoption 
programmes following the roll-out of virtual working 
technology.
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As home working became a business requirement, one of the questions employers faced was how best to equip 
employees for the new work structure and successfully integrate a culture of remote working within their 
organisations. This was a challenge in the context of the virtual environment necessitated by rapid lockdown, given 
transforming culture and adopting new ways of working traditionally benefit from face to face interaction. 

There are four main challenges that businesses tend to encounter as they re-engineer their workplace culture:

Adoption Corporate culture



Employee Choice03
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Removing the boundaries to working from home from a technology 
perspective has proved possible, but understanding, if, when and how 
employees want to utilise this technology to work from home is just as 
important. Employers must consider the benefits for their employees of 
redistributed work life balance, spending more time at home and less 
time commuting, against some of the potential drawbacks of a 
distributed workforce.

For example:

a) How do employees prevent their home and work life becoming 
inextricably intertwined?

b) How do employers encourage their workers to build the same 
lasting relationships without the face to face contact?

c) How will the ways in which performance is measured change?

d) How do employers ensure that home environments are set up to 
deal with the daily demands of a historically office-based job 
(desks, chairs, screens, power supplies)?



As businesses reopen their physical spaces for 
employees, it’s unlikely that the workplace will 
return to its pre-COVID state. Some companies 
have announced plans to make homeworking 
the norm rather than the exception, while for 
others exactly what the new workplace 
experience will look like is currently unclear. 
However, many employers are already asking 
how they can ensure the benefits of remote 
working continue after the COVID-19 threat 
recedes. These companies are looking for a 
long-term solution to embed a work from home 
culture at the core of their workforce model.
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In addressing these challenges, 
organisations need to embrace a holistic 
change programme to improve their 
chances of engendering meaningful 
cultural change and sustaining these 
shifts in the long term, while maximising 
the return on investment for new 
technologies. 

Sustainability04
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The pillars of fast, effective and enduring remote working 
enablement

Building a successful 
programme of change
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1. Planning

Builds a strong case for change by defining potential business benefits 
and the impact of the change at the functional, people and process 
levels through gap analysis and readiness assessments.

2. Messaging

Ensures programme leadership is aligned on a defined vision and 
minimises confusion through tailored, open and continuous 
communication to foster understanding and faster adoption. 
Deliverables include comprehensive communications collateral built 
around a project brand to help engage the user base early. The aim is 
to combine traditional channels with more visual and engaging formats 
such as bite-size videos, infographics and quick reference guides. 

3. People

Builds a network of people to drive a top down and bottom up change 
programme, achieving buy-in across all levels of the organisation and 
encouraging peer to peer learning and knowledge sharing. At this 
stage, we look to create champions within the business to help 
accelerate understanding and best practice.

Accenture’s Digital Workplace Change Framework brings the core values of clarity, purpose and focus to a business 
transformation, to ensure a systematic and smooth approach to transitioning from one environment and the 
associated ways of working to another. The framework has been built to support the roll-out of technology across the 
digital workplace, to increase productivity and collaboration, facilitate virtual working and help mould the right 
culture and mindset to make it all work. The framework focuses on six key pillars:

4. Ways of working

Tailored training and tools that are self-service and interactive to encourage 
end user adoption and strengthen skills across the organisation to drive 
improvements in productivity and efficiency. These include training guides 
as well as learning events such as training challenges. The 12-Day Challenge, 
for example, consists of 12 short activities structured around several key 
themes or behaviours, dependent on the organisation’s desired outcomes.

5. Evaluation

Data driven insights to evaluate change program effectiveness, drive future 
improvements and inform decisions regarding required end user 
functionality. Outputs include adoption reporting and end user surveys. The 
aim is to measure against business, system and people specific criteria to 
gain a complete understanding of the success of the project.

6. Sustainability

The change framework aims for sustained change over time. This combines 
several key elements including a seamless handover to business as usual, 
support from the top, utilisation of change agents, continuous monitoring 
and reporting and ongoing communication about the benefits of the change.
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Ensuring successful delivery of the programme in a virtual 
environment 

Adapting to virtual 
delivery
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The framework was adapted to ensure success in the context 
of the COVID-19 crisis. Firstly, utilising virtual tools such as 
conferencing tools, workshop techniques and online survey 
methods to deliver the programme without the need for 
physical interaction. This approach was tried and tested at 
multiple clients, both pre-COVID-19 when locational 
differences necessitated virtual delivery and during the 
pandemic as our clients rolled out their new virtual 
environments. 

Secondly, the framework can be delivered at pace – typically 
between 4-6 weeks. During the early stages of the pandemic 
this was important for obvious reasons: organisations seeking 
to remain operational needed to get their home workers up 
and running immediately.
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But speed of deployment remains important. As economies 
reopen and furloughed workers are brought back into the 
workforce, many require the ability to work from home. 
Ensuring they can be productive immediately is essential 
for organisations as they look to minimise financial damage 
wrought by the disruption. 

Finally, the above approach can be treated as a menu of 
options, designed and tailored with individual client needs in 
mind. This means that if some adoption activities have 
already been completed as part of an initial response, the 
framework can be utilised to build on that programme to 
drive additional value and cultural change. 
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Realising home working’s long-term value

Beyond the pandemic
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For many of the companies that employ these workers, the early 
weeks of the crisis were a steep learning curve. Many made do –
providing new tools to their workers and hoping for the best as they 
scrambled to keep the lights on.

With this immediate challenge over, the most forward-looking 
organisations have put plans in place to systematise workplace 
transformation and measure success. A sustained adoption 
programme will be integral to effective home working enablement 
that, more than just helping businesses survive, helps them unlock the 
true ROI and productivity benefits that come with remote working. 

Actions then & now

49.2%
In April 2020, statistics by the UK's Office 
for National Statistics indicated that 49.2% 
of employed adults were working from 
home.²
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A successful change programme is therefore critical to 
realising the value of technology implementation projects. As 
businesses return to some semblance of normality, this will 
include an in-depth appraisal of what works best for 
individuals based on their roles. Some people will be able to 
work most effectively from home, others will need interaction 
with colleagues for some or all the time, others will need the 
flexibility to do both and even to move around frequently. 
Change and adoption programmes will need to account for 
people’s different needs and include provisions to give 
employees the flexibility they increasingly crave.

COVID-19 has marked a turning point in the way organisations 
manage their workplaces, and for many it requires a 
programme of reinvention around how and where their 
people work. Those that consider culture and adoption, as 
well as technology, stand to make the most of these 
opportunities and thrive in the years ahead. 
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Contacts

If you need any help or advice in relation to successful home working at scale please contact: 
rosie.m.sackett@accenture.com
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Digital Workplace 

Lead, UKI
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To help our clients navigate both the 
human and business impact of COVID-19,
we’ve created a hub of all of our latest 
thinking on a variety of topics.

Each topic highlights specific actions which 
can be taken now, and what to consider next 
as industries move towards a new normal.

From leadership essentials to ensuring 
productivity for your employees and 
customer service groups to building supply 
chain resilience and much more, our hub 
will be constantly updated. Check 
back regularly for more insights.

VISIT OUR HUB HERE
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https://www.accenture.com/gb-en/about/company/coronavirus-business-economic-impact
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