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ABSTRACT

As we navigate through the ongoing pandemic, there is growing attention towards the
hybrid work environment, which is increasingly seen as the preferred approach for the post-COVID
world of work. A thorough examination of existing literature has revealed the diverse effects of
hybrid working on employees and their work. This study aims to assess employees’ feedback on
the hybrid work environment and explore how various aspects of the physical environment are
related to factors affecting their work performance. To achieve this, we conducted a case study
involving an online news media company based in Thailand, with the objective of investigating the
practical application of existing research findings. The research methodology employed for this
study included an interview with a general manager and a questionnaire survey designed to
evaluate employee satisfaction, perceived support for productivity, and opinions regarding the
correlation between physical environment aspects and factors influencing work performance.
Descriptive statistics and content analysis were utilized in this research. Our findings clearly indicate
that workplace concepts and the arrangement of work environments are significantly influenced
by organizational context, including factors such as business type, organizational structure, and staff
characteristics. These factors play a crucial role in shaping employee satisfaction and perceived
support for productivity. Moreover, we observed that factors contributing to employee satisfaction
also have a direct impact on individual and team perceived support for productivity. Notably,
physical workplace conditions and the use of information and communication technology (ICT) are
closely connected to various factors that affect work performance. Through this study, we have
provided insights into the relationship between elements of the physical environment and factors

that influence employee performance.
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Introduction

The ever-changing environmental context, which includes economic conditions, techno-
logical advancements, and social and environmental factors, has a significant impact on the field
of work and employment. Information and communication technologies (ICT) have played a crucial
role in facilitating remote work for employees. A survey conducted by the U.S. Bureau of Labor
Statistics revealed a staggering 115% increase in telecommuting among workers (Abrams, 2019;
Bureau of Labor Statistics, 2020). The Covid-19 pandemic prompted a survey among 317 Chief Fi-
nancial Officers (CFOs) and financial leaders of major corporations, indicating that 74% of respond-
ents projected a permanent shift to remote work for at least 5% of former in-office employees
(Gartner, 2021). As work patterns within organizations evolve and structures become flatter, work
processes undergo changes and workplace transformations are influenced accordingly. The 2021
Work Trend Index findings suggest that a combination of remote and office work, known as hybrid
work, is likely to become the norm, with over 70% of surveyed workers expressing a preference for
flexible remote work options (Microsoft, 2021). In response to the COVID-19 situation, organizations

are embracing hybrid work models to optimize productivity and prioritize employee well-being
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(Bangkok Post, 2022). For online news media companies, the hybrid work environment holds par-
ticular significance as it caters to both in-office and remote employees. It is crucial to gather em-
ployee feedback on their work environment to identify areas for improvement in implementing

hybrid work in the workplace.

Research objectives

The objective of this study is to evaluate the feedback provided by employees regarding
the hybrid work environment, encompassing their satisfaction levels and perceived support for
productivity. Additionally, the study aims to investigate the relationship between various aspects

of the physical work environment and the factors that influence employees’ work performance.

Literature Review

1. Transformation of News Media Landscape

Graham and Greenhill (2013) highlight the historical stability of traditional newspaper
printing operations. However, the rise of the internet and the advent of Web 2.0 technologies have
cast a shadow of uncertainty over the future of regional newspapers (Grewal et al., 2010). With the
continuous advancement and widespread adoption of internet technology, digital content has
surged in popularity (Mangani & Tarrini, 2017). Consequently, news media providers, including
newspapers, have had to adapt their formats for news distribution. This adaptation has led to the
emergence of online newspapers, digital magazines, e-books, and similar platforms, marking the
dawn of a new era in information dissemination, as recognized by experts in the field.

The shift to the digital platform has fundamentally transformed how people consume and
utilize information. Furthermore, technological advancements have ushered in a revolution in
interpersonal interactions (Mwiya et al,, 2015). The advent of online media has significantly
impacted the print media industry, prompting operational changes. However, the landscape is
fiercely competitive, influenced by social media, and shaped by evolving customer expectations
for interaction, crowd-sourcing, and multimedia content (Grubenmann & Meckel, 2014). Huang et
al. (2006) noted that the digital environment, the wealth of open data sets, and the prevalence of
social media demand journalists to possess expanded skill sets. Grubenmann and Meckel (2014)
underscored that the established routines that traditionally defined journalists’ professional
identities in conventional work settings may no longer be applicable in this evolving landscape.
New tasks, requirements, and relationships are emerging. Consequently, journalists must

consciously adapt their habits, routines, and attitudes to navigate this dynamic context.
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2. Hybrid Work Environment

According to Halford (2005), the introduction of technology has drastically changed how
we work, manage, and organize. This transformation is driven by new technology, how work is done,
and different employment practices. Hybrid work setups now let employees do their jobs from
home and the office, using virtual tools to connect both spaces. Hybrid work combines working in
the office and remotely, which is a shift from the old way of working. Initially, “telecommuting”
was used to describe remote work, where people worked from home and used technology to talk
to their office colleagues (Nilles, 1975; Matli, 2020). Shelly et al. (1998) defined telecommuting as
working from home with computers and communication tools. Knight and Westbrook (1999) also
used the term telecommuting for employees who mainly worked outside their home office but
still used a traditional office for some tasks. Kirk and Belovics (2006) introduced “e-workers” to
describe those who work away from their office and mainly communicate electronically with
colleagues. Remote work, as part of hybrid work, is changing how we work. Matli (2020) mentions
this shift is altering the old idea of being physically present at the office.

Regarding social factors, Beyer and Marshall (1981) have put forth a comprehensive set of
interconnected elements that shape the interpersonal dynamics among workers. These factors
include confidence, trust, mutual assistance, support, friendliness, enjoyment, collaborative
teamwork, creativity, open communication, and freedom from threats. Illegems and Verbeke (2004)
discovered that teleworkers typically do not experience negative effects on job satisfaction, with
the exception of a decline in professional interaction. Kowalski and Swanson (2005) introduced a
framework that outlines critical success factors like support, communication, and trust, which play
pivotal roles in the successful implementation of telework programs. This framework identifies
essential elements for success at the organizational, managerial, and employee levels. In this study,
we aim to investigate the impact of the hybrid work environment on employees and assess its

influence on various aspects.

Research Methods

The research steps presented in Figure 1 include conducting an initial literature review,
performing a case study, and drawing conclusions. To carry out the research, a field study was
conducted using The Standard, an online news media company, as the subject of the case study.
This case was selected because of its work environment, which has adopted the hybrid working
model. The data collection process involved distributing online questionnaires and conducting
interviews. The case study organization’s coordinator distributed the questionnaires to 117
employees, and 36 employees completed them, resulting in a response rate of 31%. The

participants in the study were divided into four categories according to their work arrangements:
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those who worked from home (3 respondents), those engaged in hybrid work (19 respondents),
individuals working on-site (11 respondents), and employees with flexible working arrangements (3
respondents). The primary objective of the questionnaire was to evaluate how employees perceived
their work environment across three key aspects: their level of satisfaction, the perceived support
for productivity, and the connection between various elements of the physical workspace and
factors that influence work performance.

The initial part of the questionnaire focused on assessing employee satisfaction regarding
different aspects of the work environment. These aspects included the layout, furniture, and
facilities of the workplace, as well as the ICT infrastructure, support spaces, lighting, and acoustics.
Employee satisfaction was measured using a five-point scale, ranging from 1 (very dissatisfied) to 5
(very satisfied). The satisfaction percentage was calculated by determining the average percentage
of respondents who reported being satisfied or very satisfied.

The following section of the questionnaire aimed to evaluate employees’ perceptions of
the work environment’s support for productivity at both the individual and team levels. A survey
was utilized, where respondents self-assessed the level of supportiveness they perceived from the
work environment. The assessment was conducted using a five-point scale, ranging from 1 (totally
unsupportive) to 5 (totally supportive).

The third section of the questionnaire aimed to gather employees’ perceptions regarding
the relationship between various aspects of the physical work environment and factors that
influence work performance. The factors influencing work performance in this study were derived
from the foundational works of Beyer and Marshall (1981) on social dynamics, Illegems and Verbeke
(2004) on teleworker job satisfaction, and Kowalski and Swanson (2005) on telework success factors,
emphasizing the importance of interpersonal and organizational elements. These factors included
creativity, idea sharing, face-to-face communication, collaboration, positive feedback among
colleagues, team members’ confidence, friendly relationships, ability to work without stress,
ability to work with others, amount of working time, and amount of work completed. Respondents
were asked to indicate their level of agreement or disagreement with the connections between
these variables, using a five-point scale ranging from 1 (strongly disagree) to 5 (strongly agree). The
results from the first two sections of the questionnaire were presented as percentages, while the
third section was presented as average scores.

Additionally, apart from the questionnaire, a semi-structured interview was conducted with
the general manager. The interview focused on the organization’s policy regarding hybrid working,
employees’ work patterns, and the impact of hybrid working on employees’ performance. The
selection criteria for the case study included the location, physical characteristics of the hybrid work

environment, and organizational size, specifically 50-200 employees. A case in Bangkok was chosen
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due to the significant growth rate of the news media industry in the capital city. The study was
conducted between February 2021 and May 2021.

Literature review
Transformation of News Media Landscape
Hybrid work environment

=

Questionnaire survey Semi-structured interview

Case study
The Standard

~__—

Descriptive statistics

Content analysis

\

Discussion on employees’ feedback on hybrid work environment

-~

Conclusions

Figure 1 Research steps

Case Description

Established in 2017, The Standard is an online media production company and news
agency that operates across multiple platforms. It offers a wide range of content, including online
articles, videos, and podcasts, covering both domestic and international news. The company has a
workforce of 117 employees, consisting of both permanent and temporary contracted staff. The
organization is divided into four main departments: The Standard POP, The Standard News, The
Standard Wealth, and The Standard Podcast. These departments are further supported by
additional teams, including video production, art and proofreading, marketing and account
management, digital media, administration, and human resources. Located on Rama 9th Road in
Bangkok, Thailand, The Standard’s office is housed in a four-story building with a total area of 1,000
square meters. The company follows a flexible working policy that allows employees to have

flexible working hours and the option to work remotely. However, according to the management
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policy, employees are required to work on-site at least once a week. The workspace is arranged
according to the activity-based workplace concept, with some degree of fixed desks based on
particular job functions. Figure 2 illustrates various settings and the working atmosphere on the 3rd

floor.

Figure 2 Working environment on the 3rd Floor

Findings

Based on the questionnaire survey, the findings provide insights into the impact of physical
environment aspects on employee satisfaction and work performance. This section presents the
results obtained from the three questionnaires, along with an overview of the organization’s policy
regarding the hybrid working approach and the influence of Covid-19 on work practices. The re-
spondents included 11 males, 22 females, and 3 individuals who did not specify their gender. Out
of the total employee count of 117, the 36 respondents represent a response rate of 31%.

1. Employee satisfaction with the work environment

The questionnaire surveys produced diverse responses regarding the satisfaction levels
related to various aspects of the working environment. Figure 3 displays the percentages of satisfied

employees in seven categories of physical environment aspects, encompassing the workplace,
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layout, furniture and office facilities, ICT and ICT support facilities, support spaces, lighting, and

acoustics.
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Figure 3 Percentage of satisfied respondents on different aspects of the physical environment

The findings highlighted significant satisfaction in various areas, with the workplace
category showing notably high satisfaction percentages. Specifically, the working atmosphere received
a high satisfaction rating of 83%. Similarly, positive satisfaction ratings were observed in the layout
category, with 81% of respondents expressing satisfaction regarding the accessibility to the working
space and common facilities. Additionally, the ICT and ICT support facilities category also received
high satisfaction ratings, including a 92% satisfaction rate for the ICT platform, an 86% satisfaction
rate for the online meeting platform, and a 78% satisfaction rate for the Wi-Fi connection and

internet speed.
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2. Perceived productivity support

Based on the findings, the majority of employees recognize the importance of their phys-
ical environment in enhancing both individual and team productivity. Figure 4 presents the level
of support provided by the physical environment for individual productivity, with 80% of respond-
ents indicating support (33% as supportive and 47% as totally supportive). Additionally, the physi-
cal environment was reported to support team productivity at a rate of 75% (39% as supportive

and 36% as totally supportive).

50
45
40
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30
25
20
15
10

Totally Unsupportive Neutral Supportive Totally supportive
unsupportive

=#=|ndividual =e=Team

Figure 4 Percentage of respondents that perceive their physical environment as being supportive

3. Physical environment and its impact on work performance factors

According to the findings, a majority of employees recognize the connection between
various aspects of the physical environment and factors that influence their work performance.
Figure 5 illustrates the level of agreement among employees regarding the influence of different
physical environment aspects on work performance factors. Among the seven aspects examined,
two received higher scores in terms of their impact on work performance factors: the workplace
(including the working atmosphere, size of office space and workspace, and flexibility of the space),
and ICT and ICT support facilities (including Wi-Fi connection, internet speed, and online meeting

platforms).
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Figure 5 Employees’ perceptions on relationship of physical environment and work performance

Employees perceived that the size and functionality of the workspace were associated with factors
such as creativity, sharing ideas, face to face communication, collaboration, and positive feedback
between colleagues. Additionally, they believed that ICT and its support facilities played a role in
fostering positive feedback, team members’ confidence, friendly relationships, the ability to work

with others, and the overall amount of work accomplished.
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4. Findings from the interview

Based on the interview conducted with the general manager, the findings highlight the
company’s prior implementation of remote working even before the onset of the Covid-19
pandemic. During the pandemic, the company fully transitioned to a work-from-home arrangement.
To adapt to the changes brought about by the ‘new normal,” the organization has embraced the
hybrid working model as a long-term approach. To support employees working from home, the
company has implemented various policies, including providing a monetary allowance for internet
packages and application programs. Additionally, employees are encouraged to use their own
computers and office equipment to facilitate remote work. Regarding the hybrid work environment,
there is a recognized need for additional spaces and facilities, including designated working areas,
meeting rooms, and ergonomic furniture. The availability and functionality of ICT and ICT support
facilities, such as software and network speed and stability, are also deemed crucial components.
While the workspace is designed based on an activity-based workplace concept, employees express

the desire for more diverse settings that cater to both focused work and collaborative activities.

Discussions

The structure at The Standard is notably flat, encompassing a workforce of 117 individuals.
This setup fosters open lines of communication among various functional teams and encourages
interaction between upper management and those at the operational level. The company’s
business model aligns with modern news media services, particularly within the digital newspaper
sector, which are becoming increasingly common. As digital journalism continues to evolve,
incorporating improved web page designs and layouts, it becomes increasingly imperative for the
company to enhance its efficiency in producing news content and adapt to the rising trends in
blogging software and citizen journalism. To meet these evolving needs, The Standard has adopted
a flexible hybrid work model, allowing employees to work both remotely and on-site. This approach
prioritizes work-life balance and reduces the necessity for extensive commuting, facilitating a
harmonious blend of remote work and in-person collaboration.

The results of the study revealed a significantly high level of satisfaction (83%) with the
working atmosphere at The Standard. The workplace has been thoughtfully designed to incorporate
informal work settings and an office interior that demonstrates a homely ambiance, as depicted in
Figure 2. This design approach has helped create a comfortable and friendly work environment that
employees appreciate. Furthermore, satisfaction levels, including accessibility to working space
(819%) and common facilities (81%), were also high. Within the open-plan office, workspaces have
been organized in a straightforward manner, which features clearly delineated functional units. This
arrangement ensures easy accessibility to support spaces, such as the kitchen and photocopying
area.
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The study’s findings further indicate a significantly elevated level of satisfaction among
employees regarding the ICT and related support facilities. Specifically, the ICT platform achieved
an impressive satisfaction rate of 92%, while the online meeting platform achieved an 86% satisfac-
tion rate. These technological resources have been strategically integrated into the operations of
The Standard, an online news media company, to facilitate the complex processes involved in
online news production, communication, and collaboration among team members. It is noteworthy
that a substantial majority of the employees (72.2% of the total) fall within the age range of 20 to
35 years, categorizing them as Generation Y and Generation Z office workers. This demographic
alignment is particularly harmonious with the requirements and tendencies of online work,
underscoring the synergy between the workforce composition and the organization’s operational
needs.

The findings of the study underscore the pivotal role that the working environment plays
in enhancing both individual and team productivity. This phenomenon can be attributed to a
variety of aspects within the physical environment that contribute significantly to employee
satisfaction. These aspects encompass the quality of the working atmosphere, the accessibility of
workspaces and common facilities, as well as the availability of ICT resources and online meeting
platforms. By promoting effective communication and fostering a culture of collaboration, these
elements create a conducive atmosphere for productive work dynamics among team members,
regardless of whether they are operating remotely or within the office setting. Significantly, prior
research has established a direct link between employee satisfaction with their workplace and their
overall health and productivity (Kamaruzzaman et al., 2015). This finding highlights the importance
of nurturing a satisfying work environment that has a positive impact on both employee well-being
and job performance.

Employee perceptions reveal a connection between various aspects of the physical work
environment and the factors influencing their work performance. Of particular importance are two
prominent aspects: the physical conditions of the workplace and the availability of ICT and ICT
support facilities, both closely connected to various factors influencing work performance. The
functionality of a building relies on the degree to which its spatial and physical attributes support
climatic, cultural, and economic functionalities (Van der Voordt & Van Wegen, 2005). In this case
study, employees perceive a clear connection between the dimensions and functionality of the
workspace, including the working atmosphere, office size, individual workspace, and spatial
flexibility, and various critical factors. These factors include creativity, the sharing of ideas, face-
to-face communication, collaborative efforts, and the fostering of positive collaborative feedback.
Similarly, the effectiveness of ICT and ICT support facilities, such as Wi-Fi connectivity, internet

speed, the ICT platform, and online meeting tools, is directly linked to positive collaboration feed-
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back, the confidence of team members, the development of friendly interpersonal relationships,
the ability to collaborate effectively, and the overall work output. These observations clearly
illustrate how the blending of work patterns, spatial utilization, and ICT utilization within the hybrid
working environment has a significant impact on its usability. Usability, or functional usability, refers
to how well a system can be employed by designated users to accomplish specific objectives
efficiently, effectively, and with satisfaction, all within a specified context of use (Fenker, 2008). In
the built environment, the emphasis should be on how users perceive the ease and efficiency of
utilizing workplaces (Windlinger et al., 2016).

Nevertheless, the findings also revealed the significance of other aspects of the physical
environment in relation to factors that influence employees’ work performance. These aspects
include office space layout (e.g., zoning, allocation of workspace in an open-plan office, privacy,
accessibility to workspace, workspace support for face-to-face communication, and accessibility to
common facilities) and the acoustics of the workspace, which received among the top three high-
est average scores (see Figure 5). These factors received high average ratings, highlighting their sig-
nificant role in promoting effective work performance. As stated by Hillier and Leaman (1976), the
spatial organization of activities is a fundamental function of a building. It should ideally provide
optimal support for desired activities through the careful arrangement of available space. Previous
research studies have consistently indicated that employee satisfaction with office layout, thermal
comfort, air quality, lighting, and noise levels exerts a significantly positive influence on overall
satisfaction levels. Higher levels of satisfaction with these factors correspond to increased overall
satisfaction levels among employees. Furthermore, it is well-established that enhanced overall

satisfaction has a direct and positive impact on productivity (Freihoefer et al., 2015).

Conclusions

1. The findings suggest that the specific context of the case study organization, including
its business type, organizational structure, and staff characteristics, influences the concept of the
workplace and the arrangement of the work environment. These, in turn, impact employee
satisfaction and perceived productivity support. Key factors identified in this context include the
working atmosphere, accessibility to working space and common facilities, as well as the
availability of ICT and online meeting platforms. These aspects play significant roles in enhancing
employee satisfaction and perceived productivity support at both the individual and team levels.

2. Employees have identified four key aspects of the physical environment: the workplace,
ICT and ICT support facilities, office space layout, and acoustics. These aspects are closely

associated with factors that influence their work performance.
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3. The empirical findings provide evidence supporting the link between employee
satisfaction and perceived productivity support within the work environment. They align with
previous research conducted by Kamaruzzaman et al. (2015) and Budie et al. (2019), reinforcing the

notion that employee satisfaction plays a crucial role in facilitating productivity and performance.

Recommendations

When implementing hybrid working models, workplace managers should carefully
consider workplace utilization to provide employees with flexibility in choosing where and how
they work. Offering diverse types of work settings that cater to both focused work and collaborative
activities aligns with the principles of an activity-based workplace concept. These measures are
particularly significant in the context of the remote work environment.

The results highlight that various aspects of the physical environment collectively influence
employees’ work performance, including office space layout and workspace acoustics. To
accommodate diverse employee needs and preferences, corporate real estate and workplace
managers should provide a range of work settings that incorporate an appropriate mix of these

physical environment aspects.

Limitations

While this research showcases the successful implementation of a hybrid working model,
it is essential to acknowledge certain limitations. The number of respondents and the scope of the
interviews were constrained by the challenges posed by the pandemic, affecting both individuals’
ability and willingness to participate. Moreover, the study is based on a single case, potentially
limiting the generalizability of the findings. Additionally, the study did not qualitatively assess the
influence of architectural quality and style, which are crucial during the programnming stage and
affect the overall workplace experience that make it difficult to provide concluding remarks

related to workplace design.

Methodological reflections and future research

This study employed a case study approach to qualitatively investigate the relationships
among employee feedback on the work environment, workplace concept, organizational structure,
and staff characteristics. The questionnaire data collected, which encompassed employee satisfac-
tion, perceived productivity support, and perceptions of the link between physical environment
aspects and factors influencing work performance, hold potential for further quantitative exploration.
By subjecting the existing questionnaire data, along with data from additional case studies, to sta-

tistical analysis, we can enhance our understanding of the intricate relationships among intercon-
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nected variables. This approach would provide insights into the factors that impact employees’

feedback on the hybrid work environment.
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