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We are balancing work with our commitments to family and to the 
community at a time of national emergency. We are all dealing with 
anxiety at new levels; our own, that of our loved ones and, as we will 
address here, that of our colleagues and business owners. 

There are some unique challenges presenting themselves to us as leaders, 
employers, and employees in this new situation. 

We aim to address these questions and more below. Please do get in 
touch with us directly if there are issues you are experiencing with remote 
working that you don’t find in this document. You can email me 
at harriet.moll@charlottestpartners.co.uk or call me on 07717 501 626.
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The following guide is intended to support you and your organisation in 
the swift change to imposed remote working that we are all experiencing 
together. 

It may be that you were already one of the 68% of UK businesses that 
reported having a flexible working policy or that you are one of the 73% of 
people in the UK who consider flexible working to be the new normal.  

But even those of us who already enjoyed working a day or two at home 
every week would have to acknowledge that this enforced working from 
home situation is far from normal.

How do we make sure 
all of our team has a 

virtual voice while 
working remotely?

How can we deliver 
the same level of 
commitment to 

culture and wellbeing 
in a virtual 

environment?

How do we avoid 
groupthink and 
hierarchies while 
remote working?

How do we have fun 
as a team while 

remote working?

How do we prepare 
our teams for an 

uncertain future that 
we can’t foresee?

85% 
Of global business have 
reported an increase in 
productivity as a result 

of greater location 
flexibility
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The good news is, there are some very good business reasons why we 
might want to take advantage of this extraordinary time to hone our 
internal remote working communications for life after the coronavirus. 

Flexible workspace policies are already the key tool to attract and retain 
top talent across the world. 61% of people surveyed have left or considered 
leaving a job due to a lack of work flexibility.(1) In this new reality, flexible 
working policies will no longer be a nice to have, we will instead have to 
compete more fiercely as organisations to show why our flexible working 
policies are better than the rest. 

And more good news! 85% of over 15,000 global businesses confirm that 
greater location flexibility led to an increase in productivity.(2) 

The estimated savings per year for the US alone is $4.5tn, generated as a 
direct result of remote working by 2030, so let’s take heart from the good 
news as we face this unique moment that has forced us to press fast-
forward on remote working in 2020 together. 

PS This guide works on the assumption that you already have in place a group chat facility 
where you can talk to your teams and individuals online. We use Microsoft Teams but there 
are many other tools of this nature, including Slack and we would be pleased to support you 
in making your choice of tool. 

_____________________________ 
1. FlexJobs 
2. IWG Global Workplace Survey, March 2019
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LEANING ON AND OPERATIONALISING YOUR VALUES FOR REMOTE WORKING

By now, most organisations have a set of values they work to and most of 
us can probably say what those values are, but it is a different challenge 
trying to understand what those values look like when we move to remote 
working. 

If you have not already operationalised your values, now is the time to do 
this. What we mean by operationalising is drawing out the behaviours you 
would associate with each of your values to give us structure around 
expectations while we all work from home.  

You might also think about a team exercise to bring everyone together 
and air any difficulties or challenges (and appreciate all the positives that 
already exist) that can take place over Zoom to great effect.

One reason we roll our eyes when people start talking about 
values is that everyone talks a big values game but very few 
people actually practice one. It can be infuriating, and it’s not 
just individuals who fall short of the talk. In our experience, only 
about 10 percent of organisations have operationalised their 
values into teachable and observable behaviours that are used 
to train their employees and hold people accountable. 

Ten percent. 

If you’re not going to take the time to translate values from 
ideals to behaviours — if you’re not going to teach people the 
skills they need to show up in a way that’s aligned with those 
values and then create a culture in which you hold one another 
accountable for staying aligned with the values — it’s better not 
to profess any values at all. They become a joke. A cat poster. 
Total BS.”

BRENÉ BROWN 

Author,  Dare to Lead

“
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LEANING ON AND OPERATIONALISING YOUR VALUES FOR REMOTE WORKING

HOW TO DO IT  

Set aside several one-hour video conference calls over a period that suits 
your business for all the team or the group from your team you have 
selected. 

One of the team chairs and one of you holds the (virtual) whiteboard as 
you go through each value one by one, giving time for all colleagues to 
add suggestions for behaviours together. It is best if they send behaviours 
in via the chat function on Zoom so that you can add them anonymously. 
Once all have contributed you can then discuss them as a team and 
decide which ones to keep. This exercise can be carried out between 
smaller teams as well as in much bigger groups. 

Carrying out this exercise now allows any existing challenges to emerge 
while holding space to come up with solutions together. It is the starting 
point for further conversations and initiatives that can then be designed 
to bring and keep teams together and make sure that any arising issues 
have a place to be spoken about openly and aren’t left to grow. 

On the right you can see, as an exemplar, some of the behaviours we have 
extracted as being particularly relevant to our values during this remote 
working time. We had a longer list of behaviours and referred to it to 
extract the specific list we thought really mattered now.

DIFFERENCE 

We dare to challenge  

We embrace change  

We are thoughtful  

We think creatively  

We are curious  

We read widely  

We educate ourselves  

I contribute my own style 
within my work

CANDOUR 

I tell clients what I really think 
in a respectful way  

I ask for feedback  

I tell people why I don’t agree  

I seek help when I need it  

I don’t bottle up feelings and 
frustrations 

POSITIVITY 

We are encouraged to 
engage in society in pursuit of 

our interest and passions  

We give ideas room to 
breathe  

We focus on possibilities 
more than problems  

We believe that positive 
energy makes everything 

better 

MUTUALITY 

We are accountable for our calendars 

 We seek colleagues’ expertise on areas 
they know better  

We seek to give our clients the best of 
our team  

We don’t send work to clients unless it 
has been seen by at least two people 

EXCELLENCE 

Excellent ideas need excellent process  

We regularly talk about our 
performance and learn from it  

Our work is on brand and looks the part  

We haven’t had enough of experts  

We believe in evidence 
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LEANING ON AND OPERATIONALISING YOUR VALUES FOR REMOTE WORKING

NEXT STEPS 

Once you have your unique set of behaviours agreed, you can then think 
about how these need to be incorporated into existing teams and ways of 
working remotely. 

For example, if a behaviour is “I take care of myself”, what does that look 
like when we are remote working? Are we confident that all of team 
knows what that means or should we talk about that a bit more? Does it 
require its own policy? It is likely that you will need to spell that out for the 
benefit of less experienced or newly joined members as well as for senior 
staff. 

I take care of myself might mean: 

• I am expected to take short breaks from my screens 

• I am expected to eat regularly  

• I am expected (and supported) to find online or safe physical exercise 
routines and challenges  

• I get enough rest and sleep

Make no mistake: some things will have to change.  

Siloed working will not survive a remote working revolution. 

Sharing and radical transparency are the only way you and your team will 
keep motivation and productivity high. 

If you are a siloed organisation by nature, please get in touch and we can 
work together to plan a process and a framework for breaking down 
barriers quickly.
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REMOTE PROCESS

ARE WE SET UP FOR HOME WORKING? 

Yes, we need to have the right tech, but really, we need to have the right 
talk so that all our supporting process is devoted to supporting an efficient 
team. 

We need to be bold in changing the process that does not work for 
remote working and replacing it with innovative solutions that fit your 
specific needs. Most of all, keep it simple and don’t be tempted to 
overengineer process. 

Assuming we all have Slack, Teams or similar, that still does not mean we 
are yet set up for remote working. Making sure the right conversations are 
happening at the right frequency between the right colleagues matters, 
and ensuring we are all comfortable talking on the tech takes time.  

Again, some things will need to change. For example, reliance on using 
and seeing all calendars could become much more important. 

If we are serious about supporting everyone’s wellbeing and respecting 
people’s time and timings, calendars are a great tool to protect that and 
support mutual understanding. 

You may want to agree that colleagues become more transparent about 
their activities on their calendars, such as breaks, lunch, exercise, children 
time etc, so that expectations can be managed around meeting times 
and so on. However, bureaucracy is horrible, so if just having the 
conversation around these things is enough, just do that! 

This discussion around inserting personal priorities needs to take place 
after overarching team meetings have been scheduled so as to cause the 
least disruption to business needs.
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REMOTE PROCESS

 8

FREQUENCY OF MEETINGS 

The basic rule with remote working is that you will likely need more 
internal meetings. 

If you used to rely on one full team meeting a week you probably need to 
have two, or even one short full team meeting a day.  

For example, as an organisation of 17 working in communications, we have 
gone from one full team check in a day to two half hour check ins. 

We prefer Zoom or GoToMeetings for large group meetings because they 
allow us all to see each other (Teams only allows four people to view 
simultaneously) and they encourage all members of the team to 
participate. 

You will also need to add in video conference meetings for smaller groups 
and one to ones. Do you already have all the subject channels you need on 
Teams or Slack to keep projects going? 

Another tool we have found very useful is an Accountability Action Tracker 
that covers the whole business’s objectives and activity. You can see an 
example page on the left. This shared document is discussed by individual 
project teams, the partners team and by the associate team.
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ONE-TO-ONES AND LINE MANAGEMENT

BE HUMAN 

In the face of a pandemic, when scientific jargon and political rhetoric are 
dominating the news, a human touch does not go amiss. While managers 
should be the face of leadership and authoritative engagement with 
employees, that should not come at the cost of being approachable, 
empathetic and someone who others would seek advice from in times of 
great change. 

COMMUNICATE REGULARLY 

Regular catch-ups and one-to-ones should proceed as planned via video 
or audio conference. These will be vital in establishing open channels of 
communication in both directions, as well as providing structure and a 
sense of ‘business as usual’ (as far as is possible under the current 
circumstances). Regular catch ups also help to frame the flow of 
information. If people know there’s an update coming, and they trust in 
the process, they are far less likely to have anxiety during times of 
uncertainty or crisis.

During a time of great uncertainty, we should expect stress and anxiety 
levels to be heightened. The need for information and reassurance from 
employees (as well as customers) is greater than ever. Even the greatest 
organisations, with tested line management policies, will need to adapt 
and find new ways of working to ensure people are informed, that they 
understand the decisions being made and that, irrespective of remote 
working, their concerns are being heard and acted upon regularly. 

The key to this is transparency, empathy and patience.  

Employees need to trust that what they are being told is accurate and 
credible. Even if you are still trying to understand the extent of the impact 
of Covid-19 on your organisation, be honest and open about what you 
know and what you are still trying to figure out. Approach the situation 
with empathy, and take the time to acknowledge that employee concerns 
will not be related solely to the workplace. For example, some will have 
family or other care obligations, some may experience financial strain, and 
some may be concerned for their own health. 

In the weeks and months ahead, line managers should:
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CONSIDER USING WEB-BASED PLATFORMS 

Webapps for development such as Appraisd can help you continue (or 
develop) a culture of continuous feedback, performance coaching and 
wellbeing. Managers are able to schedule check-ins, report on them and 
set objectives, offer feedback and design personal development plans. 

KEEP THE BIG PICTURE IN MIND 

During periods of great disruption, we tend to focus on the small issues – 
the day to day. While it is important to ensure everyone has, for example, 
the right technology and space to work, keeping one eye on the big 
picture is really important. Think about what the workplace and teams will 
look like, how they will feel and what will motivate them, when we return 
to some sense of normality – then share your thoughts openly with 
employees. If you have a plan, people are more likely to stick with you.

ONE-TO-ONES AND LINE MANAGEMENT
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VIDEO CONFERENCING TIPS AND TRICKS

HOW DO I  LOOK? 

Nobody likes looking at themselves on 
video calls. But it is worth putting the 
time in on your own to make sure you 
look your best. It makes us strangely 
vulnerable to be on video, so give 
yourself a fighting chance.  

That means setting up time to quickly 
test your calls to get your light and 
situation comfortable and workable so 
that you look your best and dress to 
impress! 

Make sure you are mindful of your tone and encourage an optimistic and 
upbeat tone in others during your online interactions.  

Encourage good on-call etiquette: 

• Be concise 

• Leave pauses in conversations to allow others to chip in 

• Be quick to acknowledge and facilitate any over-talking or confused 
lines of conversation 

• Always ask if others want to add anything and give at least five seconds 
to wait for a response before wrapping up calls 

These calls are going to be happening all the time so try to make them 
enjoyable and fun by making sure you are easy to see in the frame, that 
your background is well lit and that you are comfortable for the duration 
and not distracted by other screens (children and pets are always 
excusable!). 

If you would like a quick check on how to get the best out of video calls I 
would be pleased to run quick one-to-one sessions with you to make sure 
you feel confident and happy every time you chat. Just give me a shout at 
harriet.moll@charlottestpartners.co.uk.

Other things to bear in mind are that framing, sound quality and choice of 
background can really make a difference to how well calls run, especially if 
you are chairing or leading a meeting.  

Remember, during a time of crisis, especially a long drawn out one such 
as this, your tone and attitude are as important as the content of what you 
are saying – if not more important.
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VIDEO CONFERENCING TIPS AND TRICKS

TROUBLESHOOTING 

Some questions you should ask yourself and your team:

Are we delivering the 
same quality of work 
as we did when we 
were in the office?

What are the main 
challenges for us in 
remote working in 
terms of our core 

function?

How can we track our 
productivity easily so 
that over the next few 

months we can 
celebrate success 

wherever possible and 
correct any difficulties 

quickly?
Do I take my own 

advice?

Do I model the 
behaviours I want my 

team to have?

Do I have someone to 
talk to about my 

working life in this 
uniquely challenging 

situation?

Am I spending 
enough time thinking 

and planning for 
future changes?

What is our plan if the 
internet is down or 
our shared tools go 

down?
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FOR MORE INFORMATION, PLEASE CONTACT 

Harriet Moll 
+44 7717 501 626  

harriet.moll@charlottestpartners.co.uk  
www.charlottestpartners.co.uk 

EDINBURGH 
+44 (0) 131 516 5310

LONDON 
+44 (0) 203 405 8414  

(ext. 170)
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