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How to use this manual

government agency in Australia to develop a working from home 
policy, and is the lead agency for teleworking and telecentres. 
Teleworking has been a policy in the RTA since the success of its pilot 

By working from home or a location close to home on an occasional 
or regular basis, employees are able to reduce their commute, 
manage their work outputs more effectively and sustain a healthier 
work/life balance.

increased productivity, reduced absenteeism, reduced time and costs 
in service delivery and increased employee motivation and morale.

The RTA published a teleworking guide titled How to set up a 
teleworking program

Who is it for?

This manual is a valuable reference tool for people who want to 
telework, set up a teleworking program, or 
pilot a teleworking program within their 
department or organisation. 

The manual is based on the results of a 
teleworking pilot project and extensive 
subsequent research conducted by the RTA.

How to use this manual

The manual is not intended to be read 
sequentially. Refer to different sections of the 
manual when they are relevant to you.

Samples of many of the tools for setting up a 
teleworking program have been provided in the 
Resources chapter so that you can change them to 
suit your own situation.

How to use this manual

4
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1.1 What is teleworking?
Tele means ‘at a distance.’ Teleworking is basically 
‘working at a distance’.

Teleworking or e-working or remote working as it is also 
known, means working for some or all of the time away 
from the usual work base. The location may be:

Teleworking involves communicating with the workplace 
via telecommunications equipment such as the internet, 
telephone, video links and webcams. 

teleworkers can determine when teleworking happens, 
what work will be done during teleworking, and where 
it happens. 

Employers are increasingly encouraging employees to 
adopt teleworking in contrast to the traditional behaviour 

1.2 The history of teleworking
It is more than 30 years since the smog and chaos of a Los 

to coin the phrase ‘telecommuting’. 

deteriorating air quality, early telecommuting trials were 
undertaken in California by the Smart Valley Consortium, 
which included Deloitte Touche Tohmatsu and Hewlett-
Packard. Telecommuting went on to become one of the 
great promises of the IT revolution, offering a daily 
commute from the bedroom to the study, with a quick 
detour to boil the kettle. Wild predictions foresaw half the 
workforce telecommuting within 20 years. 

While this has not eventuated, many people throughout 

1.3 Current levels of teleworking
The proportion of the working population that teleworks 
appears to be growing fast. In June 2000, the Australian 

the approximately 8.6 million people working in Australia 

In 2006 nearly 1.6 million Australians did some form 

of telework at home (ABS Census 2006).

The Sensis Business Index Special Report: Teleworking July 
2007
and medium enterprises had introduced teleworking as 
part of their operating environment. Businesses with 
above average levels of teleworking include those in 

the lowest incidence of teleworking in Australia with just 
18 per cent of businesses reporting that they had 
teleworking employees. This is a considerably low result 
compared to the Australian Capital Territory, which had a 
32 per cent incidence of teleworking. 

1. Introduction
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Figure 1 

INCIDENCE OF TELEWORKING 2007
BY BUSINESS DEMOGRAPHICS

Average  22%

Metropolitan  23%

Regional  19%

Male-Operated  22%

Female-Operated  21%

Mixed Gender  20%

Small  21%

Medium  47%

Family Business  20%

Not Family Business  26%

BASE = All Businesses SOURCE: Sensis© Business index
Sweeney Research - May 2007

Figure 2 

UK studies show that by 2005, eight per cent of 

the workforce was teleworkers, compared with 

teleworking rates is reported to be caused by 

those working in different places using home as a 

base. Relatively few teleworkers worked mainly in 

Most teleworkers in the UK are self employed 

managerial, professional, associate professional and 

technical, and skilled trades occupations. According 

to the study, it is likely that further technological 

developments, changing attitudes among workers 

and employers, and policy interventions will make 

teleworking more feasible and widespread in the 

Figure 3 

Manufacturing 18% 3%

Building/Construction 15% 2%

Wholesale 26% 1%

Retail Trade 10% 2%

Transport/Storage 23% 2%

Business Services 34% 11%

Finance & Insurance 23% 3%

Health/Community Services 22% 4%

Personal Services 24% 0%

Hospitality 16% 0%

Have Teleworkers Intend to introduce

BASE = All Businesses SOURCE: Sensis© Business index
Sweeney Research - May 2007

INCIDENCE OF TELEWORKING 2007
BY INDUSTRY SECTOR

1.4 Who are teleworkers?
The Sensis Business Index Special Report: Teleworking July 
2007 reported that businesses in the communications, 
property and business services sector are most likely to 

Figure 3 may be helpful in assessing the suitability of your 
organisation and staff to teleworking.

How often do they telework?

The Sensis data shows us that most teleworkers spend 
5 per cent to 10 per cent of work time teleworking. 
The average amount of time spent teleworking is 
18 per cent. 

Figure 4

INCIDENCE OF TELEWORKING 2007
BY LOCATION

BASE = All Businesses SOURCE: Sensis© Business index
Sweeney Research - May 2007

Australian Capital Territoy  32%

Victoria  24%

Queensland  24%

Northern Territory  24%

Average  22%

South Australia  22%

Western Australia  22%

Tasmania  21%

New South Wales  18%

Q. Do you or any of your employees telework? That is, does your business utilise information and 
communications technologies (e.g. computer, telephone, BlackBerry, video conferencing, PDA, facsimile 

BASE = All Businesses SOURCE: Sensis© Business index
Sweeney Research - May 2007

Q. On average, what population of their work time do teleworking staff spend teleworking?

Average: 18%
of work time

20%

8%

14%

32%

26%

PROPORTION OF WORK TIME SPENT TELEWORKING

Over 50 per cent 
of their time

21 per cent to
50 per cent of 
their time

11 per cent to
20 per cent of 
their time

5 per cent to
10 per cent of 
their time

Less than 5 per cent
of their time
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1. Introduction

Where do they telework?

Figure 5 

Setting up house: 
a teleworking demonstration

Demonstration Project involved eight organisations 

in the Washington metropolitan area who were 

provided with help to expand or start formal 

teleworking schemes. Six were private sector 

organisations, one was a government body, and 

Most of the teleworkers worked at home one or 

two days a week, although one site’s teleworkers 

worked at home full-time. A study asked about 

Amongst 100 employees surveyed, the average 

number of vehicle trips per day fell by 0.6, and the 

average distance driven per day fell by 26 

kilometres per teleworker. 

The survey also looked for evidence of people 

adapting to teleworking by moving further away 

from work. Amongst 22 people involved in the 

survey who had moved or were planning to move, it 

found the move was equally likely to be closer 

1.5 Who is involved in teleworking?

colleagues working at telecentres are all involved in 
teleworking. 

Teleworker 

The teleworker is an employee who works away from the 

that is either at home or near home and who uses 
internet, phone and other technology to communicate 
and work. 

Teleworker’s supervisor 

responsible for the teleworker’s work outputs. 

Co-workers at their usual place of work 

Co-workers are the people who belong to the 
teleworker’s work group. They are involved in decisions 
affecting work patterns and work practices made to 
accommodate teleworking. Poor teleworking practices can 

1.6 The teleworking office

include: 

Teleworker’s home 

Working at home is the most popular option because the 

their home where they have everything they need to 
work, such as a computer, printer, modem etc. 

Telecentre 

There are two models of telecentre where people can 
work away from their usual work place and closer to 
home:

given business.

for business purposes. 

employees to work in, as arranged with their managers. 

The second model is appropriate for smaller businesses 
because it allows individuals from different organisations 

suburban shopping centres or small townships. 

A telecentre used by one organisation has the advantage 
of being easier to set up with phone lines, intranet etc 
than a telecentre used by shared groups and individuals.

BASE = All Businesses SOURCE: Sensis© Business index
Sweeney Research - May 2007

At there home  65%

While travelking  38%

At client premises  24%

Multiple sites  4%

Other  6%

WHERE EMPLOYEES TELEWORK
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Mobile office 

mobile phone, laptop computer, and a portable printer. 

Hot desk

operated by your organisation, providing teleworkers with 
vacant workstations on request. Hot desking suits people 

1.7 Reasons for teleworking
Teleworking is becoming easier and more important 
because: 

Work is increasingly portable

One quarter of the working population is employed in the 

located at a central work base all the time. 

Advanced information and communications 
technology

Computers and other high-tech communication 
equipment make teleworking easy and affordable. 
Employees with personal computers can easily keep in 
touch with their work base and supervisors via email, 
telephones, internet, webcams, scanners and fax 
machines. 

Changing lifestyles 

Lifestyle changes have meant that the standard nine to 

work schedules to drop and collect children from day 
care centres, after-school care, and organise care for 
the elderly.

Flexible working patterns

Teleworking enables employees to continue working while 
pursuing other lifestyle interests or commitments. For 
example, older people may use teleworking as a way of 
staying in the workforce longer while increasing their 
participation in non-work interests.

Changing travel patterns 

Suburban sprawl in major cities and ease of access to 
smaller city centres has encouraged some people to live 
further away from the main business centres. Teleworking 
reduces their travel time, costs and stress levels, while 
enabling them make more productive use of their time. 

Addressing rising house prices

buyers and those on lower salaries to live close to their 
place of work. Teleworking offers an opportunity to live in 
lower cost areas whilst working for organisations located 
in higher priced areas.

Impact on pollution, energy consumption and 
traffic congestion 

Teleworking has the potential to reduce travel and relieve 
road congestion. It can also help reduce:

2 emissions.

road congestion. 

Reducing emissions that cause 
global warming

Researchers from Oxford University have 
demonstrated conclusively in their report The Costs 
of Transport on the Environment 
reduction in commuting time resulting from people 
working at home means less carbon dioxide is 
released into the atmosphere. 

On average, one conference call to replace a 
face-to-face meeting can save up to 45kg of CO2.

The study also makes it clear that there is a need 
for more coherent policies to take advantage of 
the environmental savings that could be made from 
more sensible working policies.

Testing the benefits

teleworking pilot project resulted in a reduction of 

almost 22,000 kilometres in car travel and 

tonnes of CO2.

The project was targeted at employees whose 

journeys to work took them through the most 

congested areas of the borough. Nineteen 

employees were offered teleworking as an 

alternative to conventional working over a 

12-month period. Over the set period, a total of 

employees kept accurate travel logs detailing 

their travel patterns and how they were affected 

by teleworking. 
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1. Introduction

reduced road transport, many of the teleworkers 

scheme, particularly relating to having more time 

to spend with family members and less time 

spent commuting. 

evaluation survey included: higher productivity, 

convenient work levels and hours, better 

between work and life, effective time 

management and an opportunity to utilise their 

organisational skills. 

scheme reported a high level of satisfaction with 

the work achieved by the teleworkers 

1.8 Benefits

teleworking including:

Increasing productivity

The SusTel report by the UK Centre for Economic 

and Environmental Development found between 

25 per cent and 75 per cent of staff worked longer 

hours when they did not commute, their 

productivity rose by up to 80 per cent and their 

quality of work increased up to 77 per cent. More 

than 86 per cent believed they had more control 

over their lives and the way they worked, and 

more than half of the workers felt healthier 

Benefits for organisations, employers and/or 
managers

their objectives before time and under budget. 

response times. 

hot desks are available the accommodation ratio is 
reduced when one workstation is shared among several 
staff. The amount of space saved depends on many 

savings of up to 80 per cent have been reported as a 
result of telework alone.

re-arrange their personal and work commitments than 
take time off work. 

only because the teleworker is less stressed and feels 
more in control of their work day.

geographic boundaries, making the organisation more 
attractive to existing and potential staff.

staff with dependent care responsibilities, saving 
recruitment and training costs. 

maternity leave can continue to undertake some tasks 
and require less retraining when they return to work 
full time.

such as webcams for face-to-face conversations, than 

regular basis for catch ups and team meetings.

allowing more time for work.

such as electricity, heating, lighting and refuse 
collections decrease. 

costs
reduce car park costs, such as resurfacing, issuing 
parking permits etc. In addition, space used for car 
parking can be used for more commercially viable uses 
such as building developments.

working patterns can communicate more easily with 

Improves work-life balance objectives 
are freer to work around other commitments, and the 
teleworker’s organisation earns a reputation as family 
friendly.

Demonstrates corporate social responsibility
teleworking can reduce CO2 emissions, create a better 

local community.
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British Telecommunications, UK

registered with the company’s Workabout scheme which 
provides equipment and other support to teleworkers, 
particularly those who are giving up a permanent BT 

pattern. Some work mainly at home, with occasional days 

staff found on average employees were working two to 
three days a week at home and saving 140km per week in 
car commuting and 200km in rail commuting 

Yorkshire Water, UK

Yorkshire Water introduced a mobile working pilot 
project for its engineers. This resulted in annual mileage 
savings of up to 20 per cent, mainly by eliminating daily 

Hertfordshire County Council, UK

Department of Hertfordshire County Council used 
telecentres which resulted in total business mileage being 

Benefits for individuals who telework 

employer’s adoption of more independent work styles.

Improves skills and concentration
more organised in their work habits.

stress, less commuting and working in fresher air.

comfortable clothes and work in a more relaxed 
environment. 

deal with family commitments or children’s illnesses.

means of work for people who are mobility-impaired or 
physically impaired.

break can continue working part time and remain up to 
date with the business and its methods. 

maintenance and depreciation. They also spend less on 
work attire and lunches. 

generally travel less and so produce fewer CO2
emissions, even when you take into consideration 

day reduces the risk of burglary.

website at: www.teleworkaustralia.com.au.

Shell Australia case study
Shell Australia reports that teleworking led to:

Cost reductions 

Improved delivery capability 

different cultural and ethnic backgrounds. 

Enhanced employee value proposition 
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1. Introduction

British Telecommunications UK

cent of its employees return to work after maternity 
leave, which is considerably higher than the national 
average. BT’s Workabout scheme provides equipment 
and other support to teleworkers, particularly those who 

home-based/mobile working pattern. Ten per cent of BT 
Workabout employees reported they would be unable to 
undertake their current job if they could not telework. 
People affected include staff with responsibilities for child 
care, or who need to care for ill or disabled family 
members, or who are themselves disabled or recovering 

BMW, Germany

Teleworking by around 2000 staff has allowed BMW’s 
international project teams to collaborate more effectively. 
By working from home, teleworkers in Germany can 
schedule their working time to give up to a 30 per cent 
increase in the amount of time overlap with counterparts 

teleworking respondents had increased work 

taking up and implementation of new ideas had 

negative impacts such as increased isolation 

Benefits for the teleworker’s spouse, children, 
family and friends 

walk them to and from school, attend events and 

during lunch breaks.

 can appreciate a walk at lunchtime!

National Work from Home Day – an opportunity to trial teleworking 

National Work from Home Day, held each year in May in the UK, encourages employers and staff around the 

was not giving a day off for those participating, but an opportunity to demonstrate that without the stress 
induced by the workplace environment and the long commute most have to endure, people can be more 
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Benefits for the community

fuel consumption.

to work at home, city centres become less crowded and 
thus become a better place to live, work and play.

to home and support their local facilities such as libraries 

city centres.

of telecentres increases, more computer and video 
conferencing facilities become available for use or hire 
by the wider community.

teleworking can bring economic development 
opportunities to small towns where telecentres are 
established.

further education training centres outside regular 
work hours.  

teleworking can reduce the need for public parking, 
roads, and transport systems.

Benefits for the environment

1.9 Teleworking costs
Research has shown that if start-up and running costs are 
based on a typical work environment which is compatible 

furniture, equipment, computer software and telephone 

productivity, reduced absenteeism, reduced staff turnover, 

increased productivity and staff retention and save on the 

recruitment and training.

Denmark

A large-scale study of part-time teleworkers in 

Denmark found the average amount of travel in 

the teleworkers’ own cars was 48 per cent lower 

on the days when they worked from home, and 

travel by other modes except walking also fell by 

between 21 per cent and 74 per cent 

Heathrow Airport, UK

The Heathrow airport operator British Airports 

terminal. A key target has been BAA’s 4000 staff, 

with various measures to encourage them to use 

public transport, to share cars, and to 

telework. Even though the latter has only 

been applied in some areas it seems to have 

been the most successful, saving around 

72km per teleworker, per week 
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1. Introduction

1.10 Avoiding common misconceptions 

A successful teleworking program requires a shift in culture, 
and trust between employers and employees. Common 
misconceptions about teleworking impede trust and cultural 
shift in your organisation, which will affect the success of your 
teleworking program. To avoid common misconceptions you 
should assure your organisation that: 

telecentre. 

have the resources necessary to do the job. 

on that job without interruptions from other family 
members.

faceless.

telework one or two days a week.

after elderly family members.
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2. Teleworking case studies
The following case studies will help you to decide 
for yourself whether or not teleworking is for you, 
your colleagues and your organisation.

Teleworking in a regional area

Chris Capel is a current board member and past 
president of the Foundation for Australian Agricultural 

person to perform a Brisbane based public service job 
as a teleworker based in a remote location. She has 
worked in a variety of roles for state government and 
voluntary organisations on a part-time basis and now 

kilometres north-west of Longreach. 

phone lines, a laptop for travel and attends face-to-face 
meetings and jobs as required. Most of the report writing and project management work 

is done from home. 

regional area. Chris considers that teleworking 
provides opportunities for professional 
development, interaction with a diverse mix of 
people, peer support and networks and a career 
path, which workers in rural areas might not 

the station hand’s wife who is paid as a child carer for 
Chris’ children while Chris works. 

more hours than required due to time saved by not 
driving and preparing for work, and also because she 
values the opportunity of teleworking.

2. Teleworking case studies

14
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2. Teleworking case studies

Freelancing from home
When the publishing company that employed her folded, 
Julie-Anne O’Hagan took the plunge to telework from 
home as a freelance journalist. 

A typical day for Julie-Anne starts with a walk at about 
6.30am. By 8.30am she’s at her desk “in comfortable 
clothes as if I’m going somewhere.” She conducts phone 
interviews, emails her editors, develops story ideas and 
researches on the internet for her articles. She takes a 
break at about 1.30pm to leave the house and clear her 
head. She also enrols in courses, such as singing lessons 
and post-graduate study, to regularly take her away from 
her desk. 

Julie-Anne says the advantages 
of teleworking include saving 
time otherwise spent on public 
transport; not having to “fuss 
around” getting ready for work; 
and saving money on lunches, 
rail tickets, impulse buys and 
corporate clothes she could 
only wear to work.

Managing with a 
virtual private 
network
Hewlett-Packard 
consultant manager 
Roger Lawrence lives 
only 15 minutes’ drive 
from the company’s 

only spends one or two 
days a week sitting 
behind his desk. The rest of Lawrence’s week 

consultants and clients and travelling interstate to 
deliver training. 

Lawrence manages 20 consultants who are based 
at client sites across the eastern seaboard, while his 
manager and peers are based in Melbourne. Using 
a secure Virtual Private Network, he can access his 
desktop environment from any location. A 
combination of mobile phone, SMS, email and 
instant messaging usage keeps him in constant 
contact with the outside world. 

Face-to-face meetings via video
A few years ago, tired of driving the 250 miles 

the secret world of video communications. He 
found a system that was affordable, that offered 
sound and picture quality on par with domestic 
television and was simpler to operate than a can 
opener. 

“No technology has so radically altered my life for 
the better” said Noel “I now regularly engage in 
meeting without moving. I now conduct face-to-

face meetings with 
colleagues in London, 
Scotland and overseas 
without leaving my desk. 
My travel budget has 
been slashed and my 
physical wellbeing 
restored. My passport to 
‘business heaven’ costs 
me less than $600 a 
month, a fraction of the 
price I was paying to sit in 

herded onto numerous 
trains and planes.”

Office with a view: 
teleworking from 
Mount Everest
Enjoying a sunny, relatively 
warm day, Mike Marolt, an 
accountant from Aspen, 

doing a little work. That he’s doing so in a tent isn’t 
unique; working remotely is becoming all too familiar 
these days. Marolt’s location at 21,000 feet below the 
summit of Mount Everest is impressive. 

Telecommunication has evolved to the point that it’s 
possible to keep working, even from the roof of the 

said Marolt. “I’m really lucky because with technology 
now, wherever there’s Internet, I can manage my business. 
It’s unbelievable.” 
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3. Is teleworking appropriate 
for your organisation?

When considering teleworking for your organisation, 
it’s important to think about the tasks your people 
perform. Tasks suitable for teleworking include:

programming and data entry. 

interruption such as data entry and data 
analysis.

You also need to assess whether your organisation 
is set up in a way that makes it easy to supervise 
occasional teleworkers, or whether you will need to 
change some practices to facilitate it.

Consider whether any teleworking arrangements 
initiated would be regular and ongoing, or whether 
you would offer the option on an as-needed basis 

town, consider whether it is possible to operate 

work at the other. 

Smaller organisations need to consider the impact of one person working 
from home: 

Can any negative trends be turned around through introducing these types 
of arrangements?

3. Is teleworking appropriate 
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3. Is teleworking appropriate for your organisation?

3.1 Determine technical needs

to allow your employees to work at home or at a 
teleworking location?

printers and telephone lines?

repaired?

If you already provide your employees with laptop 
computers, this is often not a major step.  

3.2 Set clear guidelines and policies
Clear guidelines and directions will increase the chances of 
a successful teleworking program. A formal teleworking 
policy will ensure you have control over the program’s 
management and discourage niggling problems like 
perceived favouritism. Visit www.teleworkaustralia.com.au 
for more information.

3.3 Communicate 
effectively 
Establishing a strong communication 
process will maintain good two-way 
interaction between teleworkers, 
their managers and work colleagues. 

Communication with teleworkers 
needs to be clear, frequent and 
positive. Scheduling regular 
meetings and progress reports will 
assist in keeping informed of 
workloads, deadlines and project 
statuses. 

Diverting the teleworker’s phone 
to their work site will avoid the 
need for colleagues to answer 
phone calls or take messages on 
the teleworker’s behalf.

3.4 Use results based management
Best practice organisations judge an employee’s 
performance by results, not by observation. 

Managers of teleworkers should assess the performance 
of teleworkers in the same way they assess on-site 

of the end product and examine the work products and 
results of their efforts through project schedules, key 
milestones, regular status reports and team reviews.

Managing is easier if teleworking is a normal and regular 

someone might work at home or at their teleworking 
location one day each week.

3.5 Customer service
As long as your teleworkers have access to all relevant 
information needed to satisfy customer enquiries, the 
clients at the other end of the telephone will not be aware 
of or concerned about where the person they are 
contacting is located. 
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4. Designing a teleworking 
program

Use this chapter as a guide when designing your teleworking program. Some organisations 
may not need to take every step outlined in the following pages, while other organisations 
may need to include additional steps.

Remember, the more customised your teleworking program, the more likely it is to work 
for you and your organisation.

4.1 Prepare a proposal

You may need to prepare a proposal for your organisation presenting a business case that 
supports the introduction of teleworking to your organisation. Your proposal should 

then be undertaken followed by a review after six months to identify how the process 
could be improved. 

It will be useful to quote research 

yours to demonstrate potential 

the library for journal articles, 
academic papers, conference 
proceedings, books on home-based 
work, and make enquiries through 
websites such as Telework Australia 

This information will also be useful later 
to familiarise employees with the 
concept of teleworking and your 
organisation’s goals and objectives. 

Checklist 
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4. Designing a teleworking program

4.2 Teleworking program pilot
A pilot program will be useful if:

A successful teleworking program requires the full 
commitment and support of senior management. If they 
are uncertain about the concept, implementing a 
teleworking program becomes an up-hill battle for 
everyone concerned. 

A pilot program helps management learn about 
teleworking before they fully commit to it. It also allows 
you to adjust the program to suit your organisation or 
department. If the pilot is successful, you may receive 
approval to expand it to a full-scale program. 

If one department manager is interested in the program, 
then staff in that department can participate in the pilot. 
Other departments may follow suit once they have seen 
the results. By that time, you will have the necessary 
infrastructure to implement the program on a full scale. 

A pilot program can help these managers see that there 
are other, more productive ways to manage staff. 

4.3 Set goals and objectives, identify 
limits, and define scope 
Whether you decide to implement a pilot or head straight 
into your teleworking program, it is essential to establish 

keep you on track. 

You also need to establish performance indicators that will 
enable you to measure the results of the program against 
these objectives. 

Goals, objectives and performance indicators 

To help you decide on your goals and objectives, consider 
what your organisation or department wants to gain from 
teleworking. 

Table 4.3 Teleworking goals and program objectives 

Teleworking goals Program objectives 

external customers.

of solutions. 

opportunities for target groups such as working mothers and people with 
disabilities. 

Reduce pollution or CO2
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Identify the limits 

You need to identify the limits of your program. For 
example, it may be beyond the scope of your program to 

changing and extending the hours of work is limited by an 
industrial award or agreement.

Identifying your limits also keeps you focused on your 
primary objectives and should prevent vague add-ons 
later. 

Define the scope 

decide whether you are going to pilot the program, 
commit to a full-scale program or introduce some other 
alternative. For example, you may decide to offer 
teleworking to a particular group of staff based on the 
type of work they do, or you may offer teleworking to all 
staff for a limited period of time. 

include:

eg teleworkers, supervisors, control group, 
household members. 

Characteristics of a pilot program 

A pilot program will, however, allow you to prepare for a 
larger scaled program if you exploit the opportunities: 

with the concept of teleworking. 

the program. 

It is vital that you set up a monitoring and evaluation 
program for the pilot. Without this, the pilot is of 
little value. 

Characteristics of a full-scale program 

A full-scale program typically has: 

Checklist

with feasibility of running a full-scale program by 

number of participants, and possible cost.

pilot program. 

your organisation and outlines the program’s 
goals and objectives. 

4.4 Present proposal and gather 
support 
Convince senior management 

A presentation of the program, starting with the Chief 

understanding of the concept of teleworking and help to 
build support.

usually want to know how teleworking affects the 
organisation’s bottom line. They want to know how 
teleworking will save them money, increase productivity 

Present a proposal that highlights the goals and objectives 

decreased absenteeism, and increased productivity.

Once they have read the proposal, it may be wise to 
follow up with a presentation where issues can be 
discussed. Ideally, your organisation will appoint a contact 
person who can answer ongoing questions.

Identify the champions

When you promote the proposal and give presentations 
to key interest groups, champions will emerge who will be 
able to assist you to promote the concept to others or 
offer specialist advice. 
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Convince middle management 

convince. They need educating about the potential 

service delivery?

acceptable?

enquiries?

Meet informally with managers to discuss their concerns 
and offer solutions, using experiences of similar 
organisations as an example in this education process. 

Managers are more likely to support a program they 
helped design. Familiarise them with teleworking and get 
their ideas on tailoring the program to best suit their 
needs. Remind them that a successful manager/teleworker 

accountabilities. 

In addition, remind them that you’re starting a pilot 
program and that they can always withdraw if problems 
arise. 

Convince employees 

This is usually not a problem. Most employees are happy 
to telework on a part-time basis. 

resentment among employees who are not involved in the 
program. They may be jealous or perceive that they’ll have 
to spend time responding to enquiries or other work that 
the teleworker normally does. 

You can help minimise this type of resentment from the 
start by meeting informally with employees in groups, or if 
this is not practical, preparing a brief information sheet 
about teleworking, explaining that you are about to start a 

Make sure you tell everyone about the program but be 
clear that not all jobs or all staff are suited to teleworking 

and procedures will be put in place to minimise 
disruptions or additions to co-workers’ work loads on 
teleworking days. 

Convince unions 

Unions can be concerned about how their members’ 
rights and privileges will be affected by teleworking. You 
need to reassure union delegates that conditions of work 
are the same for teleworkers as they are for all employees 
in your organisation.  Meet with union delegates and 
familiarise them with your teleworking proposal.

Reassure union delegates they will be consulted about the 
program before it begins, and will be given the 
opportunity to comment, provide input, and ensure that 
their members are protected. You could also arrange for a 
union delegate to be involved in the planning process or 

4.5 Select a program coordinator 

it useful to appoint a program coordinator to establish 
your teleworking program. The program coordinator is 
key to implementing the program. Their effectiveness can 

It is most important to appoint a coordinator who has 
access to management and their full support. It is also a 
good idea to appoint someone with experience setting up 
new programs and creating new policies. Ideal candidates 
are staff with skills in management, organisational policy, 
human resources, or special projects. 

The amount of time the program coordinator spends on 

the number of teleworkers, and the scope of the program. 
In the initial stages of your teleworking program it could 
be a full-time job.

The program coordinator’s role 

The coordinator controls the technical and 
administrative activities of the program by:

where teleworking can be applied. 

guidelines for teleworking. 

and staff. 

of work. 

teleworkers. 

equipment and services. 

between management, teleworkers and 
their supervisors to evaluate performance. 

and their supervisors solve problems. 

management, program participants, and 
union delegates. 
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Checklist

appoint a coordinator. 

for the job. 

organisation or externally. 

program coordinator. 

4.6 Establish a steering committee 

steering committee comprised of specialists, and chaired 
by the program coordinator. If your organisation is small, 

just two or three people who help with planning. 

The role of the steering committee is to provide guidance 
on issues such as: 

The steering committee will be most active in the initial 
stages of the program. Once the program is under way, 
the committee’s main role will be to trouble shoot. The 
committee will also be called upon to review the 
program’s progress six to 12 months after it begins and, if 
necessary, revise the selection process and policy. 

The role of the steering committee 

In the initial stages, the committee’s main role is to 
advise on: 

program. 

Issues for the steering committee to consider

The following issues are particularly important when the 
steering committee is drafting the Teleworking 
Agreement document,

Industrial legislation and enterprise agreements

Existing conditions of employment apply equally to 
teleworkers. However, studies have shown that 
teleworkers tend to work longer hours than they need to 
and usually work outside the hours set down in awards. 
Conditions of employment that involve hours of duty, 
overtime, allowances, expenses remuneration, job 

guidelines. 

The NSW Government document Flexible Work Practices 
Policy and Guidelines contains a section for State 
Government employees working from home.

Occupational health and safety legislation

requires employers to provide a safe place of work. The 

work’, which includes a teleworking location. 

The WorkCover Authority of New South Wales has 
published a brochure called Working from Home Guide 
1996, which explains what employers and employees must 
do to meet the requirements of the Act.

In summary, the WorkCover brochure states that 
employers must provide: 

Further, employees must: 

occupational health and safety requirements. 

persons at their place of work. 

clearly state working hours and recess breaks, and 
document procedures on how teleworkers are to report 
accidents and provide medical evidence. 

Other points to consider:

and incidents at the teleworking location to 
WorkCover. 

place of work. This includes teleworking 
locations. Check the Occupational Health and 
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Your Workplace Rehabilitation Program should be 
amended to include ways to monitor and review an 
injured person’s progress at a teleworking location, as well 
as ways to ensure that work carried out at the 
teleworking location is appropriate. 

Representatives of your organisation should be able to 

allowing access in the event of an accident or illness raises 

and duty of care by the employer. The possibility of this 
occurring should be discussed. 

Organisational policies and guidelines 

While the policies and 
guidelines set down for your 
organisation’s employees 
apply equally to teleworkers, 
some may need to be 

need to allow for a 

Check the NSW 
Government document 
Flexible Work Practices Policy 
and Guidelines for its policy 
on working from home for 
State Government 
employees. 

Liability and risk
management 

Consider the risks 
associated with allowing 
staff to telework, eg the 
risk of work-related 
accidents, and others who 
visit the teleworking 
location on work-related 
business. 

In addition, you need to decide 
who is responsible for your 
organisation’s assets at the 
teleworking location in the event 
of theft or damage. 

Legal impacts 

Make sure your legal department 
checks and approves all contracts 
and other documents you 
produce before you issue them to 
employees. 

Security and confidentiality of information

Review your organisation’s Code of Ethics to ensure 
teleworkers and co-workers share the same obligation to 
protect data. Your IT department will need to help 
establish procedures and arrangements for appropriate 
security systems. 

Communication and technology

Supervisors are often concerned about effectively 
communicating with their teleworkers whenever they 
wish. This concern can be overcome by ensuring that your 

information. 

Taxation and insurance

Teleworkers can claim a rebate on expenses in some 

inform employees of any rebateable expenses. If there are 
different rulings for different individuals, your organisation 

should advise the teleworker to check with their 
accountants or the 

Your organisation should also 
consider insuring assets that 
belong to the organisation 
and are kept in the 
teleworker’s home. 

Checklist

seek out 
representatives from 
each department, 
particularly those with 
specialist expertise. 

seek out the most 
interested people to 
serve as members of 
a steering committee. 

as soon as you have 
found the 
committee 
members. 

members on what’s 
expected of them. 

solutions to any problems that may arise at this 
stage. 

keep them informed of all developments and to 
enable them to raise concerns. 
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4.7 Liaise with union delegates
Teleworkers are not contractors; they have the same 
rights as employees. It is a good idea to invite union 
delegates to attend steering committee meetings so that 

work responsibilities, and leave entitlements. 

Union delegates can also advise on how teleworking 
affects enterprise agreements and help you plan a 

items such as the: 

contractors or outsourcing suppliers. 

Checklist

who the union delegates are or who should be 
contacted.

participate in the planning stage.

the opportunity to discuss the program with 
employees.

4.8 Develop a program plan 
If your organisation is large, it is a good idea to develop an 
implementation plan for the teleworking program that 
sets out procedures for all participants involved. This plan, 
which will be particularly valuable if you are running a pilot 
program, will help you set the boundaries of the program 
and specify responsibilities. You will also need to start 
developing tools for tracking of the program.

The program plan should include: 

providing best practice, eg the teleworking program 
aims to ensure that all activities are planned, 
implemented and monitored. 

the program.

the program.

responsible, acceptance criteria, completion dates, and 

and monitoring.

Developing program tools

Work sheets 

A work sheet is both a monitoring tool and an evaluation 
tool. It helps the teleworker and the supervisor to work 
together to set goals and measure performance by 
comparing actual results with anticipated results. 

Work sheets record: 

resources, timeframes, and acceptance criteria.

quality, time, and budget.

Data provided by work sheets can include work 
performed on both teleworking and non-teleworking days 
to give a more balanced assessment of work performed. 

basis for your own.

Trip diaries 

Trip diaries are useful to assess the travel behaviour of 

relevant for workers who have to spend time travelling as 

organisations that deal with transport issues. 

Information on daily travel behaviour usually includes 
details of the:

If one of your objectives is to reduce car travel, your 
teleworkers will need to record any travel in a survey. The 
general rule for this type of survey is to keep it as simple 
as possible. 

Ask your teleworkers and the control group to record the 
odometer readings on all vehicles in their household for 

record their kilometres on the same day. By recording 
kilometres for all cars in the household, you can be sure 
that trips are not transferred from one vehicle to another.
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If this is not possible then at least record the odometer 
reading at the beginning and end of the teleworking day 
for the vehicle that is usually used by the teleworkers and 
the control group.

Checklist

the draft.

comment.

4.9 Establish an evaluation 
methodology 
An evaluation methodology is essential to measure the 
success of your program . It will also help you to gain 
support and funding for the program. 

A typical evaluation includes: 

Set the scope of the evaluation 

Effective evaluation takes time, effort and expertise. If 
your organisation does not have the resources and staff, 
you may need to hire professional consultants to assist in 
designing the methodology and analysing your data. 

Your scope for evaluation will establish:

the program to answer.

For example, to assess the impact of teleworking on 
productivity, your performance indicator would be 
the question:

‘Does teleworking change the level of 
teleworkers’ productivity? ’

Your data sources will include before and after surveys 

discussions, and work sheets. You could also consider 
using a control group to provide a benchmark reference. 
This will allow you to assess changes more rigorously. 

Conducting before and after surveys can become 
expensive. While studying supervisors and teleworkers 
will provide high quality data, the costs of collecting and 

Select your evaluation tools 

The basic tools for evaluating your program are surveys, 
work sheets, trip diaries, focus groups and individual 
interviews. The tools you use will depend on the goals 
and objectives of your program. 

Surveys 

Surveys can be used to evaluate the effectiveness of your 
teleworking program . Before and after surveys can help 
you identify changes in work behaviour, work processes, 

disadvantages. Surveys can also provide quantitative data 

Use the examples of before and after evaluation surveys 
in the Resources chapter to develop your surveys. The 
content of your surveys will depend on your goals and 

relevant to your program. 

Focus groups 

Focus groups consist of small groups of program 
participants whose jobs and circumstances are similar, for 
example, teleworkers engaged in project work, or 
co-workers. For maximum input, focus group discussions 

to talk about how teleworking affects their work and 
personal lives. 

Focus groups that only consist of co-workers are useful to 

processes, and work relationships. 

While focus groups can include supervisors, interviews are 
often more appropriate for staff who prefer to provide 
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Interviews 

Face-to-face and telephone interviews can enrich survey 
information by allowing individuals to express themselves 
in their own words. Interview data can be used to 
evaluate the program design by gauging how effective 
people believe teleworking is. 

As an evaluation tool, interviews provide the 
opportunity to: 

Document the program 

Document your program, from the planning process to 
participants’ activities including: 

timeframes. 

telephone numbers, training attendance, start 
dates, completion of evaluation materials, 
drop-outs and reasons. 

and memos. 

Checklist

evaluation plan and use them to scope the 
evaluation methodology.

of your program. 

4.10 Budgeting
Office establishment costs 

centres. However, if you are setting up a telecentre, 
start-up costs can be extensive. 

Staffing

Staff costs will be highest during the development period 
of the program. However, once your teleworkers have 
commenced teleworking, staff costs involved in running 
the program will be reduced. 

When budgeting for staff costs, consider staff 
involvement to:

Administration costs 

Administration costs may include: 

connections.

Equipment and communications 

Equipment and communications costs will depend on the 

organisation’s policy on providing part or all of the 
equipment. 

It is possible to reduce your outlay by carefully considering 
each teleworker’s requirements. For example, some 
employees: 

but can organise their schedules to spend 
teleworking days on tasks that do not require 
a computer. 

PDAs or a similar device.

Costs for any equipment purchased can be minimised by:

made available to anyone who needs it when it 

The average cost of providing a teleworker with new 
furniture and equipment is not high and most people 
provide their own. Providing teleworkers with services 
that are important to them, such as the company intranet, 
eases the transition to teleworking.

Evaluation costs

The costs to evaluate your program will depend on the 
surveys, documentation and interviews you undertake and 
whether or not you hire a consultant to collect and 
analyse data.
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If your organisation has a limited budget, you can still work 
towards a teleworking program by implementing well 
thought-out, long-term plans. For example: 

as the need arises.

more equipment becomes available.

Checklist

to prepare the program and run it.

organisation will pay all equipment costs, some 
equipment costs or no equipment costs.

work your employees do, the approximate 
number of teleworkers, and the approximate 
cost of supplying equipment to each teleworker.

comment.

senior management for approval. 

4.11 Establish selection criteria
Establish selection criteria for the program to ensure: 

appropriate for teleworking. 

Criteria need to be fairly general, with separate sets of 
criteria developed for: 

Criteria that determine the suitability of teleworkers 

and adapt to managing by end results rather than by 
observation of activity. 

Above all, participation in a teleworking program should 
be voluntary, with both the teleworker and their 
supervisor committed to its success. 

The ideal teleworker

There are a surprising number of jobs that can be 
conducted off-site one or two days a week. Successful 
teleworkers are motivated, self-directed, and have a 
positive attitude towards teleworking. 

In establishing your selection criteria, consider whether 
temporary staff should be included in the program and if 
length of time with the organisation matters. 

Table 4.11.1 lists some job types and characteristics of the 
ideal teleworking job, and characteristics of a typical 
teleworker. 

Table 4.11.1 Ideal job characteristics for teleworking

Typical teleworking jobs Job characteristics Teleworker characteristics

Research and development, computer 

systems analysis, management planning, 

technical drawing and designing, data 

entry, correspondence writing, policy 

budgeting, computer programming, 

telephone customer service, legal work,  

computer-aided design, technical 

writing, word processing, graphic 

administrative work, project work.

The ideal teleworking job has:

communication.

Desirable personal characteristics 
of teleworkers include:

their work.

Teleworkers need to have the 
support of their managers, 
co-workers and household 
members, and need an appropriate 
teleworking location.
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The ideal supervisor 

The ideal supervisor has a positive attitude towards 
teleworking and is willing to let their staff telework.  

Research indicates that at the supervisory level, there is 
some resistance to giving staff the autonomy to work 
unsupervised. Some well-documented fears are: 

is not being done. 

Only supervisors who are genuinely supportive of 
teleworking should be accepted into the program, 

the supervisor may not make himself or herself available 
to discuss work plans on teleworking days. 

The most successful management technique to apply to 
teleworkers is management by end results rather than 
management by monitoring work hours. This may 
necessitate training.

Table 4.11.2 Supervisor characteristics

Supervisor characteristics

Desirable personal characteristics of supervisors 
include:

Other considerations 

If you are piloting the program, consider choosing a 

workforce and job types. Other considerations are 
ensuring balances such as those between: 

You should also consider selecting a control group of 
non-teleworkers whose characteristics, including the type 
of work, type of job, location, and travel behaviour, are 
similar to those of the teleworkers. 

Because the control group needs to be representative of 
the teleworking group, participants should be selected 
using, for example, paired-comparisons, where you select 
a similar person who is not teleworking for everyone who 

Your control group will enable you to measure behaviour 
according to your objectives for committing to 

For the purpose of evaluation, you could also seek the 
involvement of teleworkers’ household members in 
your pilot.  

Checklist

of participants you want in the program. For 
example, if you are running a pilot program, 
consider whether or not you need to include a 
control group or household members.

decide on the most suitable job types for 
teleworking in your organisation. 

for selection. 

for selection.

4.12 Prepare documents you will need 
The extent of the documentation you need to prepare 
will depend on your goals and objectives. The wording will 
depend on whether or not you are piloting the program. 

Promotional material 

Before you can invite employees to participate, you need 
to promote the program. How you do this depends to a 

Large organisations might want to produce 

email notices and brochures. A newsletter will also be 
useful to provide staff with program updates.

communicate:

teleworkers and supervisors.
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Presentation material 

Presentations will give people within your organisation the 

program. Presentations could include the following topics: 

Selection questionnaires 

Simple questionnaires for potential teleworkers and 
supervisors to complete will encourage them to carefully 
consider their attitude towards teleworking and assist you 
in deciding if they are appropriate. 

Teleworker selection questionnaire

Distribute teleworker selection questionnaires to 
employees who are interested in participating in the 
program and use the responses to select applicants.

Use the sample teleworker selection questionnaire in the 

questionnaire that will provide you with relevant 
information to assess the suitability of potential 
teleworkers. You don’t need to include all the questions 
shown in the sample, as long as you obtain information 
about: 

equipment they use.

and deadlines. 

they think that teleworking would adversely affect their 
role as supervisor.

work issues.

be of their teleworking. 

Teleworker’s supervisor questionnaire

Once you have selected potential teleworkers for the 
program, you’ll need to assess the suitability of their 
supervisors. As previously stated, it’s important that 
supervisors are genuinely supportive of your program and 
of allowing some of their staff to telework. 

create your own supervisor’s questionnaire that will help 
you determine the commitment and suitability of the 
supervisor to supervise a teleworker. Again, you do not 
need to include all the questions shown in the sample, as 
long as you obtain information about: 

suitability for teleworking. 

member teleworking. 

Sample newsletter advertisement

What is teleworking?
Teleworking means working for 
part of the time away from your 

You might be interested in 
participating if:

days a week.

If you are interested 
contact xxxx xxxx
or email xxxxx@xxxxx.com.au.

Is teleworking 
for you?
Our organisation is planning 
to introduce teleworking 
as a way of reducing our 
carbon footprint.
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Training material 

Training may be necessary to equip your program 
participants with the skills they need for teleworking. Refer 
to Section 5.2 for advice on developing training and 
materials required.

OHS teleworking office inspection checklist

The WorkCover Authority of NSW has published an 
occupational health and safety checklist for the home 

electrical safety. You can use the checklist, or create your 

Visit www.workcover.nsw.gov.au for more information.

information on occupational health and safety for 
teleworkers.

Teleworking policy 

You may want to detail teleworking arrangements in your 
organisation’s human resource manual with a policy 
statement, guidelines and procedures for working at a 
teleworking location, including: 

In addition, the following contain sections on working 
from home, and are used by NSW government agencies 
when they implement working-from-home arrangements. 

Flexible Work Practices Policy and Guidelines

Strategies for Flexible Workplace Arrangements 

Success with Flexible Work Practices
Director of Equal Opportunity in Public Employment, 

Teleworking agreement

The teleworking agreement is a formal document that 
describes the terms and conditions of employment for the 
teleworker and the responsibilities and obligations of the 
teleworker and the organisation. Its purpose is to provide 
teleworkers and their supervisors with a clear 
understanding of how the teleworking program works 
and what is expected of them. 

A teleworking agreement should: 

work relationship as it occurs in teleworking. 

and teleworker, especially if they differ from standard 

arise during the teleworking period. 

If you choose to have a teleworking agreement it can be 
incorporated into your organisation’s enterprise 
agreement or it can be used as a stand-alone document. 

If your teleworking agreement is a stand-alone document, 
you need to ensure that relevant industrial awards and 
conditions are not breached. 

Participants should sign the document before teleworking 
begins to indicate that they have read and understood it. 

Checklist

your goals and objectives in mind.

assess whether or not you need to hire someone 
to prepare the documentation. 

your program plan. 

unambiguous and can be easily interpreted. 
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5.1 Recruitment

for teleworkers you can select participants:

teleworker selection questionnaire. 

If your program is to include more than, say, 10 participants, and if 
you are piloting the program, it’s best to use the formal 
process that allows you to evaluate the effectiveness of 
your selection. 

The selection process described in this section was 
developed for a large public service organisation. Whether 
or not you include each of the steps in your selection 

the purpose of your program. 

Promotion 

The formal selection process could include promoting 
teleworking opportunities on the intranet, news items in a 
newsletter, a promotional event or a brochure. Refer to 
Section 4.12.for details.

Teleworking presentations will provide interested employees 
with further information, opportunities to ask questions and 
voice their concerns. 

Before you produce presentation materials, check the facilities 
at the venue to make sure your materials are appropriate. 

Topics for the presentation could include:

hand at any teleworking presentations to hand to employees who express interest 

5. How to start your program
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As an alternative to a presentation, you could hold 

questionnaires to interested employees. However, to gain 
understanding and support of the teleworking program, it 
is wise to get management to talk about it in their 

Issues that people might raise at this stage are: 

co-workers.

teleworking location.

maintenance and repair of equipment in the 

Teleworker selection 

The questions in the teleworker selection questionnaire 

suitable teleworkers against the eligibility criteria that you 
developed during the program design phase 

Supervisor selection 

Once you have selected potential teleworkers, send a 

At this stage, the supervisor may contact you and request 
further information. You may need to give a presentation 
or simply discuss the program on an informal basis and 
talk about any concerns the supervisor raises. These 
concerns are usually about communication, supervision, 
and compliance with policies and procedures. 

Responses given in the questionnaires will enable you 
to assess whether or not the relationship between the 
potential teleworker and their supervisor is suitable 
for teleworking. 

Again, use the eligibility criteria you developed for 
selecting supervisors to assess the suitability of each 

Final selection 

It is important that both the teleworker and their 
supervisor are suited to the program

If there is a dispute, it is best to resolve it according to 
the internal arrangements of your organisation before 

Remember, if the relationship between the supervisor 
and the teleworker is not a co-operative one, then any 
problems and disputes that occur may be blamed 
on teleworking.

Once you identify suitable teleworkers and supervisors, 
consider any other issues such as balance between men 
and women or professional and non-professional staff.

Control group selection

If you’re piloting the program, you will need to recruit a 
control group. The control group provides a benchmark 
reference to measure changes in work or travel behaviour 
as a result of teleworking. 

Control group members should be selected systematically 
to ensure your results are representative. 

There are two ways to select the control group:

all non-teleworkers and using a random number table to 
choose them. For a simple explanation see the sampling 
chapter at www.transportsurveymethods.com.au. 

who is teleworking and another from the same 

Once you have chosen your control group, you should 
provide them with the control group survey 

Household member participation 

To evaluate the impact of teleworking on travel behaviour, 
changes in household routines or relationships, you will 
need the participation of teleworkers’ and control group’s 

teleworking days the usual travel arrangements for 
dropping and collecting school aged children may transfer 
from the teleworker to a household member or vice 
versa. 

Checklist

recruitment apply to your program.

questionnaires, presentation materials. 

recruiting to appropriate staff. 

questionnaires and select teleworkers, 
supervisors, control group members and 
household members. 

accepted for the program and give them details 
of when the training course will be held. 
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5.2 Conduct training 
A training course may be necessary to equip teleworkers 
and supervisors with the necessary skills and knowledge 
to participate in the program. The course will help 
familiarise them with policies and teach them how to be 
successful teleworkers or supervisors of teleworkers. 
Participants should be asked to sign a Teleworking 
Agreement at this time. 

Attendance at training courses should be mandatory to 
ensure participants are prepared for the program and to 
avoid frustrations caused by the changes that teleworking 
brings. 

A training course should include sessions on: 

for information and 
equipment. 

participants. 

forms such as work 
sheets or travel 
diaries. 

responsibilities. 

At the end of the course, 
participants should 
understand the implications 
of teleworking and the 
impact it has on work, 
work relationships, and 
their home. They should 
also have practical 
experience completing 
complicated evaluation 
material and be able to 
manage their work 
effectively in a teleworking 

to complete surveys or forms. 

Before training begins 

A week before training begins, it is a good idea to 

supervisors advising how equipment will be provided and 
the procedures involved. This will prevent valuable training 
time being taken up with discussions on items that are not 
on the agenda. 

Important issues to address during training 

The following are some issues that have emerged 
in previous training courses at the RTA in Sydney 
and issues that you should be aware of when 
developing your training course: 

Concerns usually raised by teleworkers include the:

load, especially message taking and relaying 
messages.

home and related productivity levels

Concerns usually raised by teleworkers with no 
prior experience include the:

their work. 

Concerns usually raised 
by supervisors include:

employees not selected 
for teleworking. 

team spirit.

teleworker in case of 
emergency. 

equipment to use.

Some supervisors may 
already be experienced in 
managing off-site employees 
and be open to the concept 
of work being project-based 
and measured in terms of 

quantity, quality, timeframes and budgets. 

However, many supervisors do not think to include 
all their staff in discussions and plans for introducing 
teleworking in their work unit. The importance of 
doing so must be stressed.
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Tips for teleworkers 

Do

Have a safe ergonomic work space or work station 
at home.

around the block before you start.

Keep a consistent schedule on teleworking days.

Keep your work organised so that you know what 

Plan your teleworking work a day ahead of time.

Let family members and neighbours know when 
and how often you can be interrupted.

Stick to all deadlines.

Keep track of your level of performance.

Take teleworking seriously.

Attend all department and group meetings.

Keep your supervisor informed of your progress

Have some type of routine to end your day.

Talk to your supervisor if teleworking is not 
working for you.

Let co-workers know how and when to contact 
you about work.

Don’t

Procrastinate or develop bad work habits.

Change your work schedule every time you telework.

Let the radio or TV distract you or impair your 
professional image.

Work at home if you are not getting along with family 
members.

Work at home if you have a small child or elderly 
person who requires your constant care and 
attention.

Take work home that requires group decisions or 
constant input from co-workers.

Start sleeping late on teleworking days.

Continue to telework if it’s not working for you.

days you commute.

Get distracted by calls from neighbours or friends.

Let technical problems with equipment interfere with 
work outputs.

Be reluctant to leave the telephone for a break.

Tips for teleworkers and supervisors 

The lists of do’s and don’ts below are useful handouts to distribute to teleworkers and supervisors.
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5. How to start your program

Tips for supervisors

Do

Trust your teleworker.

Encourage good organisational skills.

Encourage goal setting.

Set expected work outcomes.

Give appropriate and timely feedback.

Take time to plan.

Ask for regular progress reports from teleworkers.

Communicate regularly. 

Use teleworking to strengthen your 
management skills. 

this is a learning experience. 

Expect changes.

Take teleworking seriously. 

Delegate assignments equitably among your 
teleworkers and non-teleworkers.

Don’t

Conduct time checks. 

Call your teleworker frequently to check 
on progress. 

Neglect problems that may arise. 

Set unattainable work goals and deadlines. 

Manage by close supervision. 

adjustments will have to be made. 

Give teleworking a bad name. 

Expect everyone to be a successful teleworker. 

Allow unsuccessful teleworkers to continue 
teleworking. 

Checklist

goals and objectives of your program. 

training is to be held and emphasise that training 
is mandatory.

and handouts. 

the training course to save time. 

5.3 Establish a teleworking office 
or telecentre
During the planning stage, decide who will supply and pay 
for the furniture and equipment, taking into consideration 

decision affects the range and type of products provided.

While most teleworkers opt to work at home and have 
their own desk, chair and other working needs, 
occasionally teleworkers need furniture and equipment . 

sets out general requirements for employers and workers 
to provide a safe working environment, so you need to 
make sure that any furniture and equipment supplied is 
ergonomically sound and complies with the provisions of 
the Act. 

Determine equipment 

If you have used a teleworker selection questionnaire 

listed equipment requirements. If not, you will need to 
discuss individual needs with each teleworker. To facilitate 
this discussion, ask the employee to think through the 

make a note of anything essential that they would not 
have at home. 

The equipment you provide has to be as functional as the 
equipment that teleworkers use at their normal work 
base. For example, if they use a personal computer that 
runs Microsoft Windows, then compatible equipment and 
software should be available at their teleworking location. 
Collaborate closely with your IT section or person.
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Purchase equipment 

Your organisation can choose to purchase all, some or 
none of the equipment. You can also look at the option of 
using surplus equipment and software. Regardless of the 
option your organisation chooses, you need to have a 
clear policy to avoid discrimination.

If you decide to purchase all of the equipment, you can 
save on computer costs by purchasing a pool of laptop 
computers that teleworkers can share. For example, on 
Thursday afternoon, Ann picks up a laptop computer, uses 
it at home on Friday, and returns it on Monday morning. 
On Monday afternoon, Tom picks up the computer, 
teleworks on Tuesday and Wednesday, and returns it on 
Thursday morning. 

If a teleworker owns a computer you may need to provide 
them with software or a modem. Alternatively, you can 
choose to subsidise teleworkers who purchase their own 
equipment. 

If your organisation decides not to purchase equipment, 
teleworkers either work without or provide it themselves. 
If your organisation relies heavily on computer usage, this 
policy may discriminate against employees who do not 
own the necessary equipment. In this case it might be an 

that you business has. You need to have clear policies on 

a supplier that is willing to provide bulk equipment at a 
discount price and then encourage teleworkers to buy the 
equipment they need from that supplier. 

Supply computer equipment and software 

If you need to purchase computers, consider buying 

used for several purposes, including teleworking, business 
trips and conferences . 

Your organisation probably has minimum standard 
requirements for computers. Consult with your IT staff 
and order the equipment accordingly. 

If some of your teleworkers are going to be using their 

and if necessary, arrange upgrades. 

If funds are limited, check if your organisation has any 
suitable surplus computers. You can also check the 
feasibility of renting or leasing computer equipment, 
particularly if you need to supply Computer Aided 

be expensive. 

Shop around. You may be able to strike up a deal with a 
supplier if you are ordering in bulk. 

You need to make sure that your software licence 
agreements are appropriate for people working away 

Supply furniture and other equipment 

Furniture and other equipment could include: 

It is up to you to work this out with your teleworker. 

good condition and ergonomically suitable. 

Power boards with safety switches should be supplied to 

their meter boxes. 

Some teleworkers may require photocopiers, although 
multi-function machines that scan, copy and fax can also 
be used for photocopying. In some cases you may also 
need to supply desk lamps. 

Supply telecommunications equipment and 
other services 

Telecommunications equipment could include: 

Some teleworkers may require additional telephone lines 
to manage: 

members. 

fax machine. 

other extension sockets. 

Telephone sockets need to be installed if a teleworker’s 
desk is in a different room or a different part of a room 
from an existing telephone socket and if the number of 
calls received does not warrant the installation of an 
additional line. 

In addition, a second line may be required when a 
personal telephone line is shared with a dialup modem or 
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5. How to start your program

There are many other products and services that can be 

depends on how often they are used and how important 

example is video conferencing, which is often used in 
group situations but may be too expensive for a 

Consumables 

Consumables such as paper, toner cartridges and 
stationery are usually regarded as operational costs and 
borne by the area in the organisation to which the 
teleworker is attached. The teleworker is responsible for 

Equipment register 

The equipment you supply to teleworkers is your 
organisation’s asset, and you need to keep track of them. 

A good way to do this is to set up a database containing 

register. 

acknowledging supply. 

If a teleworker withdraws from the program, make 
arrangements to have the equipment returned, and then 
update the equipment register accordingly. When 
equipment is returned and reallocated to another 
teleworker, make sure the reallocation is recorded in the 
equipment register. 

Equipment delivery and installation 

furniture to deliver the equipment to teleworkers’ 
locations. 

Your IT services department may be able to arrange for 
the delivery and installation of computer equipment. 

Maintenance and repairs 

Formulate a procedure for teleworkers on what they 
should do when equipment fails. In most cases, it is 
probably most cost effective for teleworkers to bring the 

may be best to arrange for repairers to go to the 
teleworking location.

Security and insurance 

If your organisation’s insurance does not cover equipment 
used by a teleworker in their home, the teleworker should 
be advised to take measures to secure supplied 
equipment commensurate with that expected by insurers 
for their town or suburb. Precautions are likely to include 
appropriate security on windows and external doors, and 
instructions to family members on access to the computer 
or workstation. 

While furniture and equipment owned by the organisation 
is covered by the organisation’s insurance policies, 
teleworkers are responsible for insuring their own items. 
Teleworkers should, assisted by the teleworkers 
coordinator, advise their insurer in writing that they are 
teleworking. 

Teleworker office inspection

It is your organisation’s responsibility to ensure the 
teleworking location is safe and ergonomically sound.  

There are a number of occupational health and safety 
specialists who can be engaged to visit each teleworking 
site to identify problems and rectify them. It is also a good 
idea for the expert to instruct the teleworker on safe 
work practices. 

The employer and the employee should carry out a risk 
assessment of the teleworking workspace prior to 
teleworking. This assessment must be conducted by a 

Teleworkers should, as good practice, carry out regular 
self assessments of work activities conducted at the home 
or at the designated teleworking location. Employees are 

necessary to ensure compliance with OHS requirements 
and guidelines. 

Employers must have a health and safety policy statement 
containing the general policy on health and safety for the 
company and the arrangements for putting that policy 
into place. 

You can use a self-administered checklist to indicate what 

the company’s OHS policy, eg lighting, desk space, seating 
etc. You can also obtain a checklist from the WorkCover 
Authority of NSW.
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In addition, to minimise risk of injury you can include the 
need for teleworkers to take regular breaks, including 
stretching and exercising, in your Teleworking Agreement. 

For further information Comcare provides a 
comprehensive overview of the approved standards and 
regulations associated with occupational health and safety 
in Australia. For more information visit 
www.comcare.gov.au.

Areas to consider include: 

position of the keyboard.

workstation.

document holders, and storage.

described next.

The desk

The desk or work surface must be comfortable for the 
teleworker and the tasks they will be performing. 

The chair 

The seat should be adjustable and the chair should have 
an adjustable backrest for height and angle to provide 
support at the back of the waist. 

Office lighting

performance. Light should be directed toward the side or 
behind the line of vision. It must not be directed in front 
or above the line of vision. Bright light sources can bounce 
off working surfaces causing diminished contrast. 

Electricity

of the way to avoid tripping. 

a surge protector or master switch. 

to walls. 

components. 

to avoid overloading the existing electrical system. 

If problems are identified

during a risk assessment review with the teleworker, they 
need to be addressed as soon as possible.

Checklist

equipment and furniture. 

and also on what to do if equipment breaks 
down or they need more equipment.

for an occupational health and 

location.

5.4 Commence teleworking
You’ve selected your participants, trained them, and 
supplied them with the necessary equipment. You’re 
ready to start! 

Double check that all teleworkers and supervisors have 
agreed to the terms and conditions of the teleworking 
arrangement and signed the Teleworking Agreement, and 
that they have the necessary documentation to start the 
program. 

Announce the program’s commencement to everyone 
from senior managers through to teleworkers and 
co-workers:

management or the program coordinator. 

meeting and/or circulate a memo. 

Checklist

signed the Teleworking Agreement.

documentation to start the program.

commence.

their work plans for the teleworking period.
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6. What to discuss with your 
employees
Once you have decided on the concept of teleworking in your organisation, it is 
important that you discuss this further with the staff that may telework. Some 

depending on what works best for your organisation.

6.1 Appropriate workspaces

have the following:

also be considered.

minimal external noise.

posture.

posture and wrist position.

statutory health and safety guidelines. 

The appropriateness of your teleworker’s workspace can 
be checked and discussed at a home inspection, but can 
also be done on trust or by using photographs and 
self-audited checklists.

6.2 Effective time management
It is important to ensure employees have adequate 
workloads but do not feel under pressure or stress. 
Discuss and ensure that teleworkers:

ensure they are reasonable and achievable.

not disturbed during working hours.
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7. How to monitor and 
evaluate your program 

7.1 Support and monitor the program 
Ongoing support for the program includes support: 

Providing support can be as 
simple as keeping in touch and 
being available to answer questions 
and resolve problems. It may also 
include conducting a more formal 
process of distributing newsletters 
on progress and featuring good 
news stories in staff communication. 

Monitoring the program means 
making sure the evaluation tools are 

immediately dealt with. Holding focus 
group meetings for teleworkers and 
conducting informal interviews with 
teleworkers and supervisors on how 
the program is progressing will help you 
monitor the program. 

The program coordinator’s role 

The program coordinator should keep in 
touch and up-to-date with the program’s 
progress by periodically telephoning 
participants or circulating a newsletter. 

In addition, the program coordinator can:

enable teleworkers to contact 
each other, share their 
experiences, and provide 
solutions to problems that 
may arise. 

These are all effective ways for the program coordinator to remain involved, become 

By maintaining an active involvement in the program, the coordinator can ensure that 
evaluation tools are being used correctly and effectively analyse data to measure the 
program’s success. 
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Problems to look out for

Problems that can arise for teleworkers include:

schedule resulting in overwork or procrastination. 

The teleworker may have 24-hour access to work. They 
can become obsessed with minor details and work longer 
hours than usual to resolve them, or delay turning in a 
project because it isn’t perfect. 

In addition, they may procrastinate because there is no 
supervisor and there are no cues for getting back to work 
following a distraction. 

The problem of overwork and procrastination can be 
solved by developing workable routines or schedules and 
setting personal deadlines. 

Feelings of guilt

Some teleworkers may feel that teleworking is a privilege 
and that they are not really working unless they are at 
their usual work place. This is probably because they 
identify the ‘real’ work they do, i.e. their paid work, as 
something that is separate from their home lives. 

Discussing the problem with fellow teleworkers can help 
teleworkers resolve these feelings of guilt. Once they start 
to achieve their work objectives and are recognised for 
the work they have done during teleworking, their feelings 
if guilt should ease. 

Feelings of isolation and loneliness 

Teleworking means working alone, away from the usual 

means fewer opportunities for distraction, such as having 
chats and social breaks. 

By devising a reward system for themselves in the form of 
breaks, teleworkers can remain task-oriented. Examples 
of reward breaks are telephone breaks, exercise breaks or 
coffee breaks. 

Difficulty separating home life and work life 

Sometimes, people feel they can contact the teleworker 
at any time to discuss work matters, whether or not the 
employee is teleworking on that day or not. It is important 
that the teleworker lets people know when they can and 
can’t be contacted. 

It is also important for teleworkers to know they can leave 
the program at any time and return to full-time work in 

What about the co-workers? 

Management and supervisors should discuss teleworking 
arrangements with co-workers as soon as teleworking 
starts. Information that should be communicated includes:

worker’s need to see the teleworker should be discussed 
and resolved as soon as possible. 

Problem solving 

may occur are: 

been unable to respond immediately to a work demand, 
thereby transferring the responsibility for the work to 
co-workers. Management should act quickly to dispel 
the resentment and resolve these types of situations, 
with practical means such as installing call diversion 
services. 

having a day off and not working. Active communication 
among the work group, achievement of work objectives, 
and measures to minimise disruption caused by 
teleworking will help to reverse negative attitudes. 

Appoint a key contact person 

A key contact person should be appointed within the 

keep them informed of important events. 

However, if a teleworker becomes overly dependent on 
the contact person, it is time to review the teleworker’s 

Checklist

program starts, who’s involved, and how to get 
help. 

that you have their support for the program. 

communicating with their teleworkers on 
work-related issues. 

when teleworkers are teleworking and how to 
get in touch with them. 

issues such as time management, procrastination 
and overwork. 

or informally. 
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7.2 Evaluate the program and 
report findings 
A formal evaluation, with the involvement of all 
participants, is essential to assess the program’s success.

Collect data 

Data can be qualitative, quantitative, or both. A 
comprehensive evaluation includes both qualitative and 
quantitative data. 

Focus groups and interviews provide qualitative data, and 
surveys provide quantitative as well as qualitative data. 

Make sure that all participants complete all the necessary 
evaluation materials and that they return them at 

forms as possible. 

Strategies to make sure evaluation data is returned to you: 

asking them to return evaluation materials by a certain 
date. Assure them that all responses will be kept strictly 

This point should be reinforced on the survey forms. 

activities, such as the training course and focus group 
meetings, or post them out, whichever is practical. 

reminder, or, if necessary, send another copy of the 
survey form with a personalised note. 

Analyse your findings 

Your organisation’s ability to analyse the survey data and 
draw conclusions will depend on resources and expertise 
to break down and combine responses to questions. 

A computer spreadsheet, database or analysis package will 
help you tally survey questions and plot frequency 
distributions. It will also enable you to do simple cross-
tabulations to see how responses to one question relate 
to responses to another question. For example, you may 
want to know how far people live from work as a function 
of how teleworking reduces stress. 

There are many relationships worth exploring. For 
instance, among supervisors who feel that teleworking is 
more successful than they originally thought, how many 
feel that the productivity of their employees increased but 
that teleworking created more work for others? 

Cross-tabulations like these can help you understand 
which factors contribute to your program’s success or 

or policies. 

Write a report and present findings 

Your report should summarise the results of your 
program and present: 

Once completed, the report should be circulated for 

other stakeholders in the organisation.

Follow up the report with a presentation to senior 
management, unions and any other interested divisions. If 
the program is a pilot, this is a good time to promote the 

ongoing work practice. 

Documenting and sharing the results of the evaluation are 
very important and can be effectively achieved via the 
intranet. If you do not circulate or discuss the information, 

situations. Your evaluation report may also become a 
guide for other teleworking programs. 

Checklist

program plan.

distributed to participants. 

return evaluation materials, and follow up if 
necessary. 

resources and expertise to analyse the data. 

relationships between responses. 

7.3 Success factors 
Case studies of other teleworking programs suggest that 
once teleworking is implemented initial enthusiasm tends 
to wane and participation declines. The reasons for this 
are usually lack of planning and lack of ongoing support. 
However, by following the steps outlined in this manual 
and avoiding the situations listed below, your program 
should succeed. 
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7. How to monitor and evaluate your program

Good communication is the most effective way of 
maintaining a vibrant program . Positive, constructive 
communication is essential between top management and 
senior management, between senior management and 
middle management, between middle management and 
teleworkers, and between teleworkers, supervisors and 
co-workers. 

Watch out for these situations: 

do not encourage their staff to telework.

considering whether teleworkers are available to attend.

teleworking days with teleworkers.

whereabouts on teleworking days or fail to provide a 
contact telephone number at an alternative location.

problem with their supervisor.

answer telephone enquiries on behalf of the teleworker 
or refusing to pass on messages to the teleworker.

making jokes and insinuating that the teleworker is not 
doing their fair share of the work on teleworking days. 

You can prevent these situations by encouraging open 
discussion of problems, providing appropriate technology 
and by ensuring that the program coordinator is available 
to support participants.

7.4 Staff responsibilities
Employers should

telework in their organisation.

established widely promoted criteria.

Employers should not 

work from home.

business or performance.

Teleworkers should

company.

arrangement.

may affect the arrangement.

Teleworkers should not 

dependent care.
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8.1 Useful websites

Telework Australia 
www.teleworkaustralia.com.au

Telework New Zealand 

The Telework Coalition www.telcoa.org 

Telework Consortium 
www.teleworkconsortium.org

Work Life Association 
www.worklifeassociation.org

SustainIT www.sustainit.org

www.sustel.org

The Telework Association www.tca.org.uk

Telework Exchange 
www.teleworkexchange.com 

Survey Methods for Transport Planning 
www.transportsurveymethods.com.au 

8. References
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Resource A: Project development timeline

Activity Date Contact

Set a detailed budget

Conduct training

9. Resources
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Resource B: Teleworking program activities plan

Activity Responsibility Acceptance criteria
Completion 
date

Standard 
references

Set goals and objectives, identify General Manager

Manager, 
Human Resources

November Project Management 
Guide

General Manager

Manager, 
Human Resources

Manager, 
Public Relations

January General documentation 

and trends

organisation’s objectives

General Manager

Manager, 
Human Resources

January Human resources 

Establish steering committee and 
liaise with union delegates

Program Coordinator

General Manager

Manager, 
Human Resources

Steering committee is formed and 
union delegates are informed of 

February Project Management 
Guide

Program Coordinator

Steering Committee

March Project Management 
Guide

Establish evaluation methodology

for collecting travel data and 

Program Coordinator

Evaluation assessor

March
objectives

Set a detailed budget Program Coordinator Finance Manual 

Establish selection criteria Program Coordinator

Human Resources 
Manager

March General documentation 

Program objectives

Human Resources 
Manual
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Resource B: Teleworking program activities plan

Activity Responsibility Acceptance criteria
Completion 
date

Standard 
references

Program Coordinator

Steering Committee

May General documentation 

Human Resources 
Manual

Project training 
documentation

Program Coordinator

Manager, 
Human Resources

Union delegates

EEO Section

June Human Resources 
Manual

Program objectives

General documentation 

Conduct training Program Coordinator

Training consultant

July Human Resources 
Manual

materials

Program Coordinator

Teleworkers

Information Technology 

OHS Section

August

statement for 

Program Coordinator

Teleworkers

August Evaluation surveys

Program Coordinator

Teleworkers

Evaluation assessor

December Program objectives

Performance indicators

Evaluation materials

Arrangement document

Program Coordinator

Teleworkers

Evaluation assessor

Data is analysed in terms January Project Management 
Guide

Program objectives
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Resource C: Teleworking program evaluation plan

Key Objectives

Objectives Data source Performance indicators

1 Does teleworking reduce travel 
demand?

2
questionnaire

3 Does teleworking change the 

4 Assess how teleworking affects delivery 
of services to customers

Does teleworking change delivery 
of services to customers?

5 Assess changes in quality of life for teleworkers
questionnaire

Does teleworking enhance quality 

reduced stress, increased autonomy?

6
by end result rather than by activity questionnaire

and evaluation?

7
questionnaire

Does teleworking enhance 
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Resource C: Teleworking program evaluation plan

Acquisition and management of resources

Assessment of issues

Effectiveness of program administration

Objectives Data source Performance indicators

8

questionnaire

Can teleworking result in cost savings 

9 Evaluate management of acquisition and use 
of available resources and services used by teleworkers?

Objectives Data source Performance indicators

13 Identify management issues associated 
with teleworking and evaluate effectiveness 
of solutions

What were the management issues 
and how effective were the 
resolutions?

Objectives Data source Performance indicators

10 Evaluate selection and training techniques 

questionnaire

How effective were the selection 

How effective were the training 
techniques, including documentation, 
in assisting teleworkers and 

11 Evaluate the effectiveness of the
Teleworking Agreement

How effective was the Teleworking 

to manage work activities and 
resolve issues?

12
for teleworking questionnaire



51

How to complete the worksheet

Glossary

 Objective:

Project or work item:

Task:

Quality:

Resources:

Resource D: Worksheet
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Resource D: Worksheet

             

              

Teleworker’s Work Plan

teleworker

        Date:      

        Date:      
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Resource D: Worksheet

Teleworker’s Work Plan

1. To what extent was this objective achieved?

Teleworker
Fully
Partly

Fully
Partly

and quality?

Teleworker
Fully
Partly

Fully
Partly

(a)  Was the cost of this work

(b)  Was the quality achieved in this work
Better

(c)  Did this work take
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Resource D: Worksheet

Teleworking timesheet

             

     Fax:         

Notes:

Agreed teleworking times

Date From To From To From To
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Resource E: Trip Diary
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Section A: Teleworking

Section B: Family and household members

Section C: At work

Section D: Co-workers

Resource F: Focus group topics
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Resource F: Focus group topics

Section F: Commuting

Section H: Organisational issues
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Resource G: Teleworker selection questionnaire 

Personal

               

              

Staff 

number:              

             

             

Your Job

Data management 

Administrative 

   

PC 
Printer 

Modem 

Pager 

   

from your usual work base? 

Seldom 

Daily

4. Could someone else resolve, or be trained to resolve, 
these questions or requests? 

Yes 

5. Can you schedule face-to-face meetings to avoid 

Yes 

6. Can you organise your work so that on days you telework 

Yes 

timelines and deadlines?

Yes 

Yes 
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Resource G: Teleworker selection questionnaire 

9. Can you arrange your schedule to carry out this 

normal work base?

Yes 

your teleworking location?

Yes 

About You

Yes 

Yes 

13. How would you describe your knowledge of your job?

14. For each of the following statements, tick the box which 

(a) I would feel isolated on teleworking days without the 

usual work base

Strongly Agree 
Agree

Disagree 
Strongly Disagree 

affect my job

Strongly Agree 
Agree

Disagree 
Strongly Disagree 

my co-workers

Strongly Agree 
Agree

Disagree 
Strongly Disagree 

Your Supervisor

5. For each of the following statements, tick the box that 

Strongly Agree 
Agree

Disagree 
Strongly Disagree 

(b) I am comfortable about the way we communicate about 
work issues

Strongly Agree 
Agree

Disagree 
Strongly Disagree 

(c) I am comfortable with the frequency of our 
communication and feedback about work issues

Strongly Agree 
Agree

Disagree 
Strongly Disagree 
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Resource G: Teleworker selection questionnaire 

(d) I am comfortable with the way we discuss 

Strongly Agree 
Agree

Disagree 
Strongly Disagree 

rather than monitoring my work activities

Strongly Agree 
Agree

Disagree 
Strongly Disagree 

Travel
16. How long does it usually take for you to travel to and 

from work each day?

17. What distance, in kilometres, do you travel to and from 
work each day? 

for you to travel to work?

Yes 

Teleworking

Yes 

Moderate objections 
Strong objections

following statements:

Yes 

Yes 

(c) I am willing to telework from a telecentre

Yes 

(d) I am willing to telework from a hot desk

Yes 

(e) I am willing to telework from a vehicle

Yes 

(f) I am willing to telework at home

Yes 
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Resource G: Teleworker selection questionnaire 

   

   

If you are willing to work from home: 

of the following statement:

of my working at home

Strongly Agree 
Agree

Disagree 
Strongly Disagree 

in your home?

Yes 

without distraction?

Yes 
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Resource H: Teleworker’s supervisor questionnaire

Personal

               

              

Staff 

number:              

             

Please state your staff member’s name:           

work-related questions or requests that they can 

Seldom

Daily 

2. Could someone else resolve or be trained to resolve 
these questions or requests?

Yes 

3. Can face-to-face meetings be scheduled to avoid 

Yes 

4. Can arrangements be made so that on the teleworking 

required at the teleworking location?

Yes 

and deadlines? 

Yes 

Your staff member’s job

Yes 

work on the days when the teleworker works at the 
normal work base?

Yes 

teleworking location?

Yes 

About your staff member

Yes 

10. Do you think teleworking would affect this staff 

Yes 

11. How would you describe this staff member’s knowledge 
of the job?
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Resource H: Teleworker’s supervisor questionnaire

12. For each of the following statements, tick the box which 

(a) This staff member would feel isolated on teleworking 

interaction at the usual work base

Strongly Agree 
Agree 

Disagree 
Strongly Disagree

(b) This staff member understands general organisation 

Strongly Agree 
Agree 

Disagree 
Strongly Disagree 

Supervising Staff
13. For each of the following statements, tick the box that 

to my staff

Strongly Agree 
Agree 

Disagree 
Strongly Disagree 

(b) I am comfortable about the way we communicate 
about work issues

Strongly Agree 
Agree 

Disagree 
Strongly Disagree 

(c) I am comfortable with the frequency of our 
communication and feedback about work issues

Strongly Agree 
Agree 

Disagree 
Strongly Disagree 

Strongly Agree 
Agree 

Disagree 
Strongly Disagree 

(e) I manage by evaluating results of my staff’s work rather 
than by monitoring their work activities

Strongly Agree 
Agree 

Disagree 
Strongly Disagree 

About teleworking

Yes 

Moderate objections 
Strong objections
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Resource H: Teleworker’s supervisor questionnaire

to the following statements

Yes 

Yes 

Are you willing to allow them to telework from home?

Yes 

Are you willing to allow them to telework from 
a telecentre?

Yes 

Are you willing to allow them to telework from 
a hot desk?

Yes 

Are you willing to allow them to telework from 
a vehicle?

Yes 
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Teleworker survey before the program

Coordinator at    before    

Personal

               

               

Staff number:               

              

             

            

Your Job

when you telework?

PC 
Printer 

   
Modem 

Pager 

Email
   

Frequently 
Sometimes 
Rarely 
Do not use 

Frequently 
Sometimes 
Rarely 
Do not use 

Frequently 
Sometimes 
Rarely 
Do not use

Frequently 
Sometimes 
Rarely 
Do not use

Communication

3. How often do you currently communicate about work 

Every 4 to 5 days

4. How often do you currently communicate 
with your clients?

Every 4 to 5 days
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Teleworker survey before the program

to effectively communicate with you on your 
teleworking days?

Very easy 
Fairly easy 

6. How easy do you think it will be for your co-workers 
to effectively communicate with you on your 
teleworking days?

Very easy 
Fairly easy 

7. How easy do you think it will be for your clients, 
customers and stakeholders to effectively communicate 
with you on your teleworking days?

Very easy 
Fairly easy 

Your work

   

Very easy 
Fairly easy 

or activities, are deadlines usually met?

Yes 

11. How stressful is your job in the following areas: 

Volume of work

Very Stressful 
Fairly Stressful

Scheduling of work 

Very Stressful 
Fairly Stressful

Very Stressful 
Fairly Stressful

Job security

Very Stressful 
Fairly Stressful

Very Stressful 
Fairly Stressful

work done?

Frequently 
Sometimes 
Rarely 

Positive 

 years

your work such as quantity, quality, deadlines, etc.

Frequently 
Sometimes 
Rarely 

16. How often do you receive feedback about your 

Frequently 
Sometimes 
Rarely 
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Teleworker survey before the program

teleworking days?

18. Rate your current work skills:
Communication skills

Self motivation skills

Demographics

60+ 

21. Are you male or female?

Male 
Female 

Yes 

23. Were you born in Australia?

Yes 

24. Are you an Aboriginal from Australia 
or a Torres Strait Islander?

Yes 

HSC 

University degree 
Postgraduate degree 
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Teleworker survey after the program

Coordinator at    before    

Personal

               

             Staff 

number:              

             

             

         

Your resource needs on the job
1. While you were teleworking, how necessary was the 

Desk

Chair

PC

Printer

Modem

Answering machine

Pager

Fax machine

Email

   

  

needed but was not available?

          

3. On your teleworking days, to what extent did lack of 

Major effect 
Minor effect 

Major effect 
Minor effect 

Major effect 
Minor effect 

Major effect 
Minor effect 
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Teleworker survey after the program

Communication

Every 4 to 5 days

5. How often did you communicate with clients, customers 

Every 4 to 5 days

communicate with you on your teleworking days?

Very easy
Fairly easy

7. How easy was it for your co-workers to effectively 
communicate with you on your teleworking days?

Very easy 
Fairly easy 

8. How easy was it for your clients, customers and 
stakeholders to effectively communicate with you 
on your teleworking days?

Very easy
Fairly easy

Your work

  

Very easy
Fairly easy

from the work base on your teleworking days?

  

or activities, were deadlines usually met?

Yes

13. On your teleworking days, how often did you miss the 
social interaction with your co-workers?

Frequently
Sometimes
Rarely

Every day

the following tasks?

Frequently
Sometimes
Rarely

Data management

Frequently
Sometimes
Rarely
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Frequently
Sometimes
Rarely

Frequently
Sometimes
Rarely

Communication, eg. writing, talking, liaising

Frequently
Sometimes
Rarely

Frequently
Sometimes
Rarely

Frequently
Sometimes
Rarely

Frequently
Sometimes
Rarely

Research reading

Frequently
Sometimes
Rarely

Frequently
Sometimes
Rarely

Frequently
Sometimes
Rarely

Frequently
Sometimes
Rarely

Planning, scheduling, forecasting

Frequently
Sometimes
Rarely

Field work

Frequently
Sometimes
Rarely

Teleworker survey after the program
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Training

Frequently
Sometimes
Rarely

     

16. How stressful was your job in the following areas during 

Volume of work

Very Stressful 
Fairly Stressful 

Scheduling of work

Very Stressful 
Fairly Stressful 

Very Stressful 
Fairly Stressful 

Job security

Very Stressful 
Fairly Stressful 

Very Stressful 
Fairly Stressful 

to get your work done on teleworking days?

Usually
Sometimes
Rarely

work, such as quantity, quality, deadlines, etc. during 

Frequently
Sometimes
Rarely

19. How often did you receive feedback about your job 

Frequently
Sometimes
Rarely

Frequently
Sometimes
Rarely

21. How often did you work outside the hours 7.30 am to 

22. On average, did you work longer hours on your 
teleworking days?

Yes

Frequently
Sometimes
Rarely

do with the remaining time?

Teleworker survey after the program
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26. Rate your current work skills

Communication skills

Self motivation skills

of teleworking?

Declined greatly

Teleworking Location 

Home

30. What did you like about the location(s) and facilities?

1. What did you dislike about the location(s) and facilities?

General

33. If you teleworked at home, were your family or other 

you able to arrange your teleworking hours to suit 
family commitments

Yes

Teleworker survey after the program
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teleworking

Reduced stress 

Decreased travel time 

    

More successful

of teleworking?

of teleworking?

How interested are you in continuing to telework?

Very interested

Travel

Decreased stress

42. Please estimate how much time you saved travelling 

43. Please estimate how much money you saved in 
commuting costs.

$

Yes

45. Please estimate how many kilometres of car travel you 

Yes

while teleworking?

Yes

Yes

Teleworker survey after the program
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Yes

to work on your teleworking days?

Car

Cycled
    

51. The last time you were called back to work on a 
teleworking day, did you use a car to commute?

Yes

Teleworker survey after the program
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Supervisor survey before the program

Coordinator at    before    

Personal

               

              

Staff number:              

             

             

Work and Staff

Positive 

2. How easy do you think it will be for your staff to 
effectively communicate with each other when some 
are teleworking? 

Very easy 
Fairly easy 

Yes 

4. How easy do you think it will be for your teleworkers 

Very easy 
Fairly easy 

information 
Yes 

Very easy 
Fairly easy 
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Supervisor’s before assessment

             

              

Staff number:              

             

              

Work and Staff
1. How often do you communicate with this staff member 

about work?

Every 4 to 5 days

2. How easy will it be for you to effectively communicate 
with this staff member on teleworking days?

Very easy 
Fairly easy 

3. How easy will it be for clients, customers and 
stakeholders to effectively communicate with this staff 
member on teleworking days?

Very easy 
Fairly easy 

4. Rate this staff member’s current work skills

Communication skills

Self motivation skills
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Resource M: Supervisor survey after the program

Coordinator at    before    

Personal

               

              

Staff number:              

             

              

Work and Staff
1. How frequently was it inconvenient to have your 

staff telework?

Frequently inconvenient
Sometimes inconvenient
Rarely inconvenient

2. How easy was it for your staff to effectively communicate 
with each other when some of them were teleworking? 

Very easy 
Fairly easy 

Declined 

Very easy 
Fairly easy 

information on teleworking days?

information 
Yes 

6. Have your teleworking staff become more self-reliant in 

Yes, more self-reliant 

Very easy 
Fairly easy 
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Resource M: Supervisor survey after the program

Teleworking guidelines

Teleworking agreement

Teleworking worksheet

Teleworking timetable

on the workload of non-teleworkers?

 Decreased  

Co-workers
 Decreased  

 Decreased  

 Decreased  

12. Do the non-teleworkers among your staff also want 
to telework?

14. How do your feel about your staff teleworking in the future?

 Positive 

of teleworking?

of teleworking?

17. Overall, did the advantages of teleworking outweigh 
the disadvantages?

 Yes   
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Supervisor’s after assessment

             

              

Staff number:              

             

              

1. How often did you communicate with this staff member 

Every 4 to 5 days

2. How easy was it for you to effectively communicate 
with this staff member on teleworking days?

Very easy 
Fairly easy 

3. How easy was it for clients, customers and stakeholders 
to effectively communicate with this staff member on 
teleworking days?

Very easy 
Fairly easy 

4. Did this staff member’s attitude to work change during 

5. Rate this staff member’s current work skills. 

Communication skills

Self motivation skills

as a result of teleworking?

Declined greatly 
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Control group survey

Personal

               

              

              

Staff number:              

             

:               

Your Job

Data management 

Administrative 

    

About You

Yes 

How would you describe your knowledge of your job?

Demographics

60+ 

2. Are you male or female?

Male 
Female 

Yes 

4. Were you born in Australia?

Yes 

5. Are you an Aboriginal from Australia 
or a Torres Strait Islander? 

Yes 

HSC 

University degree 
Postgraduate degree 
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Control group survey

Travel
How long does it usually take for you to travel to and from 
work each day?

       

What distance, in kilometres, do you travel to and from 
work each day?

       

you to travel to work?

Yes 

teleworking.
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RTA Corporate Policy
TELEWORKING POLICY

Purpose and intended outcomes

Teleworking Guidelines.

Policy statement

conditions are met:

Coverage

Scope

Definitions

Teleworking

An occasional teleworking arrangement means an ongoing 

A regular teleworking arrangement

A  means 

Delegations

Section Manager

Resource P: Teleworking policy
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Responsibilities

Branch Manager

Section Manager

conducted and recommendations 

Staff Member

Evaluation

Breaches

Resource P: Teleworking policy
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RTA Corporate Policy

Purpose

Note: This guideline is to be read in conjunction with the 
Teleworking Policy, PN.

Coverage

Assessing suitability

issues:

Approval to teleworking arrangements

Occupational health and safety

Communicating with the workplace

Resource Q: Teleworking guidelines
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Equipment

Working from an RTA Telecentre

Management to be registered for telecentres use, to receive a 

Security

Conditions of employment

Advertising vacant positions as a flexible working 
practices opportunity

Monitoring and review

a

Variation and termination of teleworking arrangements

Resource Q: Teleworking guidelines
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Documentation

Appeals

Definitions

Resource Q: Teleworking guidelines



Resource R: Teleworking checklist

WhatWho

Staff Member

Section Manager

Section Manager

Section Manager

Section Manager

Staff Member and Section Manager

Branch Manager

Staff Member and Section Manager

Section Manager

Section Manager
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For further enquiries 
www.rta.nsw.gov.au    13 22 13

G
R

E E
N H O U

S
E

R I E N D L

F Y

Greenhouse Friendly™
ENVI carbon Neutral Paper

ENVI is an Australian Government
certified Greenhouse Friendly    ProductCONSUMER TM

A NSW Teleworking manual


