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Abstract
Work from Home (WFH) was a concept that began in the 1970s, but before COVID-19 it was not widely
popular. The rising of COVID-19 outbreak is a catalyst for changes in working styles around the world.
Pre-pandemic stage, many companies in Thailand rarely allowed employees to WFH. However,
in-pandemic stage, the government had implemented the policy for every organization to voluntarily Work
from Home.
This research aims to explore employee experience in changing working style in different pandemic stages.
Data was collected from 504 subjects via online survey during June 2022 and gathered participants who
had experienced WFH in pre-pandemic, in-pandemic, and post-pandemic stages. In order to measure dif-
ferences among each stage, Net Promoter Score (NPS) was used to signify whether participants were
willing to refer WFH to others or not.
The results indicate that the NPS of in-pandemic stage improves significantly compared to the NPS of
pre-pandemic stage. Once the pandemic is more relaxed during midyear of 2022, NPS of post-pandemic
stage, for both expected and actual values, becomes decreasing but still higher than NPS of pre-pandemic
stage. Women with master degrees were likely to continue WFH after the pandemic. This research shed
light on future work design for employee experience as Work from Anywhere (WFA) or Hybrid Work.
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1. Introduction

The outbreak of COVID-19 started from
China on January 13, 2020. On January 31,
2020 Thailand was the first country that found
a confirmed case of COVID-19 outside China.
Then the number of infected cases in Thailand
increased significantly in mid-March 2020. The
government's response to the outbreak started
with screening and contact tracing of infected
people but the number of infection cases was
increasing continuously. During that time, the
COVID-19 was a new pandemic which had no
vaccines and medicines. The advice from the
World Health Organization was to live without
facing other people or keeping social distance.
At the end of March 2020, the government an-
nounced the suspension of going out of the
habitat, closure of department stores, and res-
taurants in Bangkok in order to reduce the risk
of infection. Almost every organization had to
apply a teleworking policy immediately. Work
from Home (WFH) is one of the social dis-
tancing ways to work during the COVID-19
pandemic. Since most companies changed the
way to work from Work from Office (WFO) to
WFH, employees must change the way they
work suddenly. The early period of this work-
ing style changing was very unprepared be-
cause before this pandemic, WFH was not

widely adopted in Thailand. WFH has ad-
vantages in the aspect of flexibility but the
main drawback is the lack of face-to-face in-
teraction with colleagues, supervisors, subor-
dinates and customers. Moreover, the way to
make relationships and brainstorming are dif-
ficult so that it impacts on organizational en-
gagement. Consequently, WFH policy was not
commonly used before COVID-19.

Until 2022, the situation of COVID-19
becomes better as our world has vaccines and a
way to treat it. Afterwards, Thailand's Ministry
of Public Health issued an announcement from
1 October 2022 onwards, canceling COVID-19
from a dangerous communicable disease. This
announcement resulted in many companies to
cancel their WFH policy. Although employees
have become accustomed to WFH, the change
in working style thus occurred again. Some
employees prefer WFH rather than return to
full-time work at the office. On the other hand,
some employees may feel better to change back
to WFO because they need to engage with their
colleagues.

Different work environments affect dif-
ferent employee experiences. An increasing
positive experience leads to better productivity.
Therefore, this issue leads to the important
question: After COVID-19 becomes a non dan-
gerous disease, how should an organization
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allow employees to WFH? What is the level of
WFH that employees expect? Consequently,
this research aims to explore WFH experience
in each stage of COVID-19 pandemic. Key
findings should support Human Resource to
design the best work experience to maximize
both employee productivity and satisfaction.

2. Literature Review

2.1 Work from Home

There are different forms of working
styles. Before COVID-19 pandemic, the major-
ity of businesses operated in style of
face-to-face. Face-to-face working style max-
imizes communication effectiveness, participa-
tion, employee engagement and also customer
engagement. However, certain types of work
can be operated under teleworking or remote
working styles. For instance, major corpora-
tions in the USA use outsourcing strategies to
Asian countries to produce goods at lower costs
which then encourage teleworking or remote
working style. The most commonly outsourced
tasks are accounting, digital marketing, and
IT-related services according to Grand View
Research. Top ten outsourcing service destina-
tions were China, India, Indonesia, Malaysia,
Nepal, Philippines, Singapore, Taiwan, Thai-
land, and Vietnam (Outsource Asia, 2020).

Once COVID-19 emerged, employees
were not allowed to work in face to face style.
It disrupted all organizations to change working
styles abruptly to work from home (WFH).
COVID-19 first wave brought about unem-
ployment in various industry sectors. Certain
occupations cannot work remotely, including
tasks that require working with equipment,
hardware or jobs that involve face-to-face ser-
vice. This is estimated to be as high as 63% in
the United States according to the Occupational
Information Network (O*NET) database (Dey
et al., 2020). Industry business conditions and
labor demand also played vital roles in em-
ployment during the virus outbreak. The highly
adversely affected industry including Accom-
modation/Food, Arts/Entertainment/Recreation,
Warehousing, Mining, and Public Sector un-
employed staff significantly at 35% - 58% in
May 2020 compared to February 2020 in the
United States (Bick et al., 2020).

Research showed that occupations and
salary range were factors in changes of working
style. High paying occupations with
knowledge-intensive nature could well embrace
such changes due to the fact that the work can
be carried out anywhere/anytime with the In-
ternet although it represented only 13%. While
vulnerable groups of workers were negatively
impacted by WFH policies (Saltiel, 2020). Sur-
prisingly, the sentimental analysis global study

via 100,000 total tweets revealed the positive
emotions. It was found that 73.10% of the
tweets were with positive emotions (trust, an-
ticipation, joy, surprise) while 26.10% were
with negative emotions (fear, sadness, surprise,
anger, disgust) (Dubey and Tripathi, 2020).

Other factors that affected satisfaction
during WFH including access devices, and
number of children in the families. A study in
the US, UK and Germany resulted in four
groups of teleworkers including 1) Teleworking
Lifers (9%), 2) City Escapees (24%), 3) Family
Jugglers (30%), and 4) Struggling Commuters
(37%). First two groups were individuals with
high income and high education levels with
their occupations in information technology,
finance and education. The latter two groups
were employees who have kids at home and
less than two Internet access devices with their
occupations in administration, health, retail and
manufacturing (Strategy Analytics, 2020).

Although several countries adopted WFH
before COVID-19 pandemic, Thailand adopted
it at a very low rate. Therefore, after the pan-
demic happened, Thailand encountered key
challenges in adaptation due to the country
lockdown.

The situation forced Human Resources to
change their policies to support employees to
WFH with hardware support in the early stages
of COVID-19. The IT department also played
important roles in preparing software deploy-
ment, remote access authorization and authen-
ticity. While in most cases, software and
network to work remotely was not supported at
hardware level, therefore it affected both the
psychology of work productivity in work and
creating a working society. Fatigue, stress,
burnout and physical deterioration can occur
due to not being able to manage time properly.
Although in many cases, WFH operations
saved time on transportation, enabled a for-
mation of virtual teams online to work and a
provision of more time for family members
(Galanti et al., 2021).

Work from home (WFH) style also was
extended to Work from anywhere (WFA) style
because the pandemic diminished firm reve-
nues. Cost cutting policies were executed by
selling firm property or reducing office spaces.
Until after covid period, such firms adopted
WFH/WFA styles permanently. For instance,
Boeing allows back-office employees to WFH.

There was limited research in Thailand
studying working styles. Authors hypothesized
that each stage of pre-pandemic, in-pandemic,
and post-pandemic provided different employee
experiences. Therefore, this research aims to
study employee experiences in different stages
of pandemic in order to understand appropriate
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working style and assist HR to design policy to
optimize both employee experience and associ-
ated costs.

2.2 Net Promoter Score

There are many metrics to measure cus-
tomer satisfaction such as Net Promoter Score
(NPS), Customer Satisfaction Score (CSAT)
and Customer Effort Score (CES). In the busi-
ness perspective, customer satisfaction was a
good indicator of customer experience. The
perception of customer experience had the po-
tential to influence the way people feel and talk
positively about brand and business. The Net
Promoter Score (NPS) was a score based on
customer survey questions and an analytical
approach used by both large and small compa-
nies to measure customer experience and pre-
dict customer loyalty. Originated from Fred
Reichheld's research, NPS had been widely
accepted by consulting firms for using it to
predict customer behavior in order to recom-
mend products or services (Reichheld, 2003).

Organizations realized employees were as
equally important as customers. Customers
were an important external stakeholder and
employees were essential internal stakeholders.
Measure of employee satisfaction could shed
important light on how employees feel and
think about their organization. Satisfied em-
ployees were more likely to be more engaged,
more productive and stay with the company for
a long time (Dziuba, 2020). There were various
methods to measure employee satisfaction for
instance Employee Satisfaction Index (ESI) and
Employee Net Promoter Score (eNPS). It could
be observed that NPS is used as a measure that
can measure both internal and external stake-
holder feedback. Although NPS was mostly
used in marketing literature, it had been re-
cently adapted to be NPPS (Net Performance
Promoter Score) in order to measure employee
performance during crises. NPPS involved
three following questions: 1. How likely was it
that you would recommend working with
[name of individual, workgroup, or unit] to a
friend or a colleague? 2. Why did you provide
the rating that you provided? 3. What would it
take to raise the score just by one point?
(Aguinis and Burgi-Tian, 2021).

Main concept of NPS was to ask the sim-
ple but powerful question of “How likely was it
that you would recommend our company to a
friend or colleague?” (Reichheld, 2003) was
asked based on a scale from 0 (not at all likely)
to 10 (extremely likely), spaced 1 evenly apart,
to be an input data for NPS. To calculate NPS,
scores were divided into the following groups:
Scores 0-6 were those who were dissatisfied
and would slander (Detractors). Scorers 7-8
were neutral and passive (Passives). Scorers 9 -

10 were those who were satisfied and will tell
good stories (Promoters). NPS was calculated
from (Percentage of Number of Promoters) -
(Percentage of Number of Detractors), per-
centage of Number of Passives was not taken
into account.

The core NPS benefit was that a compa-
ny's NPS could be compared versus its compet-
itors or other companies. NPS was often used
as a key measure in feedback programs. In
Marketing view, it acted as a predictor of future
business revenue growth. For the Human Re-
source view, NPS could be a measure of em-
ployee satisfaction to understand staff's en-
gagement level and in turn boost productivity
and happiness levels. Therefore, this research
had adopted NPS to measure employee experi-
ence in WFH during the COVID-19 crisis in
order to explore their feelings about working
style changing in different pandemic stages.

3. Methods

This section described data acquisition,
data preparation, data analysis and data visual-
ization. The objective of this research was to
explore WFH experience in each stage of
COVID-19 pandemic. To achieve this objective,
the data collection was designed as an online
questionnaire to acquire the data from
knowledge workers in Thailand. The online
questionnaire was divided into two parts. The
first part was designed to gather information
about WFH. In order to deeply understand the
employee's point of view about WFH, this part
asked the respondent to answer WFH experi-
ence in four stages. The first stage is
pre-pandemic and the second stage is
in-pandemic that their company applied WFH
policy. The last stages occur after the Thai gov-
ernment announced COVID-19 was not a dan-
gerous communicable disease and this research
called it post-pandemic stage.

For the post-pandemic stage, it was divid-
ed into two sub-stages which were
post-pandemic stage (expected) and
post-pandemic stage (actual). The reason to
separate it into expected and actual sub-stages
is that in this period some companies needed
their employees to return to work full-time at
the office but some companies were still
adopting a full-time remote working policy.
Moreover, some companies combined working
at the office and working remotely together as
appropriate. Even companies in the same in-
dustry may have different policies. The inter-
esting issue is how employees think and expect
about their working style in the post-pandemic
stage. Each person has different expectations
and their expectations may not be the same as
the actual set by the company. To acquire the
insight of this issue, post-pandemic (expected)
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and post-pandemic (actual) stages will reveal
the different WFH experience perception from
employees.

Furthermore, this questionnaire part ap-
plied a scale based on NPS that designed an
answer scale of 0 to 10. These answer scales
will group employees' responses into 3 groups:
Detractors, Passives, and Promoters. Criteria
for NPS goodness judgment was described in
one of the market research agencies as general
guidelines. NPS score above 0 is "good". It
means that your audience is more loyal. NPS
above 20 is considered "favorable". Bain & Co,
the source of the NPS system, suggests that
above 50 is excellent, and above 80 is world
class. However, NPS varies from countries to
countries (Perceptive Insights Team, 2022).

In this study, NPS was used as a proxy to
represent the willingness of employees to refer
WFH for the others in different pandemic stag-
es: pre-pandemic stage, in-pandemic stage,
post-pandemic stage (expected), and
post-pandemic (actual) stage.

The second part contained ten questions
about the respondent's profile. These two parts
of questionnaire were created via Microsoft
Forms and launched via online in June 2022.
The invitation and details of study including
link to online survey were distributed via social
media channels. The respondents totally equate
to 504. Data result was represented via Mi-
crosoft Forms. A variety of NPS were calculat-

ed for each WFH stage. Visualizations were
performed with Gauge to represent the positive
or negative level of NPS.

4. Results

The survey finding presented in this sec-
tion provides an insight into WFH status in
order to understand experiences of teleworkers
in Thailand. The online questionnaire was col-
lected with 504 persons. Respondents were
asked about their gender, age range, education
level, occupation, companies’ industry and in-
come range. Moreover, this survey also asked
them about their information during COVID-19
outbreak: number of families, place of stay and
electronic device usage.

Most of the respondents were female 308
(61%) and male 196 (39%) and more than half
(54.9%) of them were in the age range of 35-49
years old. The large proportion of 128 (25.9%)
respondents were from the technology industry.
Almost a quarter of respondents 123 (24.4%)
got a salary range of 60,001 - 100,000
baht/month. During COVID-19, only 76 (15%)
respondents lived alone, 233 (46.2%) lived
with father and mother and 223 (44.2%) lived
with their spouse. Notebooks and mobile
phones are the main devices during WFH.

The result about WFH status was analyzed
into four stages: Before COVID-19, During
COVID-19, After COVID-19 (Expected), and
After COVID-19 (Actual) as shown in Table 1.

Table 1: Net Promoter Score of WFH Experience in Each COVID-19 Stage

Pre-pandemic In-pandemic

Post-pandemic Post-pandemic

(expected) (actual)
0 0 0 0
-100 84 I+IDO -100 4 |+1uo -100° 57 ‘.mﬂ -100 lﬂm}
NPS® NPS® NPS® NPS®
Promoters 29 Promoters 184 Promoters 57 Promoters 80
Passives 22 Passives 111 Passives 102 Passives 84
Detractors 453 Detractors 209 Detractors 345 Detractors 340

For the pre-pandemic stage, there was a
very low proportion of employees who were
working from home as NPS = - 85. The level of
WFH Promoters before COVID-19 equaled
29/504 (5.75%). The level of WFH Detractors
before COVID was at 453/504 (89.88%).

For the in-pandemic stage, WFH NPS = -
4, there were 184/504 (36.51%) of people ad-
justing to WFH at the Promoters level, whereas
WFH Detractors were at 209/504 (41.47%). It
represented higher change from NPS=-85 be-
fore COVID-19.

Currently, when the COVID-19 situation
was relaxed, WFH NPS = - 57, people “expect”

WFH 57/504 at Promoters level (11.30%) and
WFH 345/504 (68.45%) for Detractors level.

However, WFH NPS = - 51, in the “actual”
situation, employees experienced WFH 80/504
at Promoters level (15.87%) and 340/504 at
Detractors level (67.46%).

Data was further explored for de-
mographics analysis: gender and education
level. It was found that women with master's
degrees had a higher “expectation” of WFH
than men (42.25%: 18.85%), while those with
bachelor's degrees were slightly different
(17.19%: 11.52%) and Ph.D. (5.14%: 4.76%).

In addition, it was found that women who
graduated with a master degree were in “actual”
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situation more likely to be WFH than men
(40.95%: 20.50%), while the bachelor's degree
was slightly different (16.62%: 11.63%) and
the doctoral degree was almost even (4.18%:
6.07%).

At the doctoral level, female respondents
had more career diversity. It brought about
those getting less WFH because of specific
occupations. Such positions included front-line
jobs, government officers, and public health
professionals that had to serve people in
face-to-face operations.

5. Discussion & Conclusion

Working remotely from home was not new
in the age of the Internet. However, the out-
break of an epidemic caused social distancing
which became a significant accelerator for re-
mote working.

Even WFH NPS of all pandemic stages
were not positive, WFH NPS of the
in-pandemic stage (NPS = -4) improved signif-
icantly from WFH NPS of pre-pandemic stage
(NPS = -84). It implies there were more WFH
promoters compared to WFH detractors not-
withstanding they were forced by government
lockdown policies. Once COVID-19 situation
gained more relaxed, expected WFH NPS of
the post-pandemic stage (NPS = -57) became
more negative but was not equal to NPS of
pre-pandemic stage (NPS = -84). The actual
WFH NPS of the post-pandemic stage (NPS =
-51) were not different from expected WFH
NPS.

As this research collected data in four
stages of pandemic which were pre-pandemic,
in-pandemic, post-pandemic (expected) and
post-pandemic (actual) stages, analysis results
found three interesting issues in each transition
period.  First, from  pre-pandemic to
in-pandemic stage, it was a surprise that results
indicated respondents were happy with WFH
despite the fact they did not WFH before and
they were forced to WFH unintentionally. Sec-
ond, the transition from in-pandemic to
post-pandemic (expected), people would be
happy when they can go back to WFO, but the
finding showed that going back onsite was not
as happy as when they got WFO during
COVID-19. Third, comparing between
post-pandemic (expected) and post-pandemic
(actual), the finding expressed that respondents
were happier about WFH more than they ex-
pected. These three issues could help Human
Resource to understand employee’s feelings in
each period of transition and could be useful
information to support how to design working
styles which were optimal for employees such
as Work from Anywhere (WFA) or hybrid work
style.

In view of demographic, this finding
found that women expected WFH more than
men, especially women with a master degree.
This might be due to the responsibility of
household chores including the burden of rais-
ing a child at a young age, and caretaking for
the elderly at home. This study revealed the set
of variables including gender, education, occu-
pation (especially the nature of work), industry
sectors and the level of impact affected by
COVID-19, including government policies that
had influences on the design of the WFH of the
organization, because COVID-19 was not yet
over. There must be a combination of on-site
and on-line work in the future or “Hybrid”
work. It was considered a new dimension of
working as a flex-time employee, which was
different from a full-time employee and
part-time employee.

Changing of working style will affect
many stakeholders. For employees, as the find-
ing indicated that different demographics of
employees require differing working styles.
WFH influences both work and life, and further
impacts family relationships. For human re-
sources, the need for different working styles of
employees has become a concern. To manage a
variety of employee segments, human re-
sources has to design strategies on how to re-
tain talents, improve employee morale and keep
pace with workplace trends. For the Infor-
mation Technology (IT) department, if an or-
ganization designed multiple working styles, IT
has to support all flexible styles including de-
sign security policy, internet access, firewall
setting, and hardware providing. For organiza-
tion, each type of working style had a different
cost. This pandemic has affected many busi-
nesses and some businesses have not recovered
yet. Many companies need to reduce their cost
to survive their business. Therefore, the work-
ing style should be designed appropriately in
order to satisfy all stakeholders.

In summary, both public and private or-
ganizations should be aware of the changing
working style after our world faces this pan-
demic. The other important issue is to under-
stand the expectation of the style of work that
employees want in order to build trust and loy-
alty in work for employees as they are the most
valuable resource. Moreover, organizations will
be able to handle the situation of an unending
epidemic or in the future that may cause an new
epidemic or an unforeseen event.

The researchers believe that the results of
this study should provide some perspective that
can be useful to other organizations. For future
research, there might be other factors to support
organizations to design working style such as
productivity at work including productivity of
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each employee, as well as the overall produc-
tivity of the organization. It depends on the
nature of work and lifestyle of each employee
and also depends on the organization's culture.
These might be interesting factors to study
about WFH experiences in the future.

References

Aguinis, H. & Burgi-Tian, J. (2021). Measuring
performance during crises and beyond:
The Performance Promoter Score, Busi-
ness Horizons, 64(1), 149-160.

Bick, A., Blandin, A., & Mertens, K. (2020).
Work from Home after the COVID-19
Outbreak. Federal Reserve, Bank of Dal-
las.

Dey, M., Frazis, H., Loewenstein, M. A., & Sun,
H. (2020). Ability to Work from Home.
Monthly Labor Review, 1-19.

Dubey, A. D., & Tripathi, S. (2020). Analysing
the sentiments towards work-from-home
experience during covid-19 pandemic.
Journal of Innovation Management, §(1),
13-19.

Dziuba, Szymon & Ingaldi, Manuela &
Zhuravskaya, Marina. (2020). Employees’
Job Satisfaction and their Work Perfor-
mance as Elements Influencing Work
Safety. System Safety: Human - Technical
Facility - Environment. 2. 18-25.
10.2478/czot0-2020-0003.

Galanti, T., Guidetti, G., Mazzei, E., Zappala,
S., & Toscano, F. (2021). Work from home
during the COVID-19 outbreak: The im-
pact on employees’ remote work produc-
tivity, engagement, and stress. Journal of
Occupational and Environmental Medi-
cine, 63(7), e426.

Outsource Asia. (2020). Outsourcing Statistics
in Asia 2020: Fast Facts and Highlights on
Top Countries for Outsourcing Services.
Retrieved September 6, 2022 from
https://www.outsourceasia.org/outsourcing
-statistics-in-asia-2020/.

Perceptive Insights Team. (2022). What is a
good Net Promoter Score (NPS)? Re-

trieved September 6, 2022 from
https://www.customermonitor.com/blog/w
hat-is-a-good-net-promoter-score.

Saltiel, F. (2020). Who can work from home in
developing countries. COVID Economics,
7(2020), 104-118.

Strategy Analytics (2020). Employment Land-
scape Transformed as Millions of Em-
ployees Want to Work from Home Forever.
Retrieved July 22, 2020, from
https://www.businesswire.com/news/home
/2020072200569 1/en/Strategy-Analytics-
Employ-
ment-Landscape-Transformed-as-Millions
-of-Employees-Want-to-Work-from-Home
-Forever.

About Authors

Sakuna Srianomai is a lecturer at department
of statistics, King Mongkut's Institute of Tech-
nology Ladkrabang, Thailand. She obtained her
Ph.D. degree in IT in Business from
Chulalongkorn University, her master’s degree
in management information system from
Chulalongkorn University, and her bachelor’s
degree in applied statistics from King
Mongkut's Institute of Technology Ladkrabang.
Her areas of interests are IT management, IT
Governance, ERP System, Data Visualization
and Design Thinking. Her paper in Digital
Transformation was awarded as best papers
from Society for Innovation in Management in
2023.

Phannaphatr Savetpanuvong is an adjunct
professor at University of the Thai Chamber of
Commerce. He has more than 26 years of expe-
rience in management education and IT con-
sulting. His research emphasizes on strategy,
innovation, entrepreneurship, and sustainability.
His two papers in sustainability strategy and
information visualization were awarded as best
papers from Korea Data Strategy Society in
2011 and 2013 respectively.



