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Best Practices for Remote Work

To ensure an excellent customer service experience and seamless internal collaboration,
theRemote Work Group recommends the following best practices:

1. Phone
A. Jabber

1. All external-facing departments should have Jabber set up to be able to

receive calls. Jabber is a virtual phone application that allows employees

to use their computer to make/receive calls using their assigned EMU

phone number without using their personal phone. Learn more and

requestaccess here.

2. Any employee may request Jabber access for access to their direct

line.Note that Jabber requires that the employee has VPN access.

B. Voicemails

1. Employees can request that any voicemail received on a university

phonenumber be forwarded to their email as a voice file. Request

voicemail delivery via email. This option allows employees and offices to

better manage and track voicemails when not connected to Jabber.

2. Voicemail Messages

a)

b)

d)

For employees/offices without Jabber access, the outgoing
greetingshould note that there is no live access to the line but
voicemails are being checked regularly and their call will be
returned. Outgoing greetings can also include information on
alternate methods of contact.

Outgoing messages should NOT state that the University or
Office/Department is closed. Additionally, staff should avoid
referencing workshare or furlough. See Section 6A for
suggestedtemplates.

Supervisors should discuss with employees the expected
turnaround time for voicemail messages. The Remote Work
Grouprecommends 1 business day. If the turnaround time is
more than 1 business day, it is recommended that an
approximate timeline is recorded as part of the outgoing
greeting.

See Voice Message Options for instructions on setting

outgoinggreetings, temporary greetings, checking messages
from an external number, and more.
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https://www.emich.edu/it/services/voicemessages/docs/voicemessage.pdf
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II. Email
A. Email Signature
1. The following are recommended for inclusion in an email
signature:Name, Title, Department, Phone Number (if applicable),
Website (Department or University)
2. Additional information to include
a) Information about in-person or remote services.

(1) Example: “Please note that during this time, in-person
advising is not available at Service EMU. Please use the
following contact information for Financial Aid, Student
Business Services, and Records & Registration. Service
EMU is open via e-mail or telephone as outlined below.”

b) Information about work schedules.

(1) Example: “Please note: My work schedule has changed. |
now work Tuesday-Friday. | will respond to most
communications during my regular work schedule. If you
need immediate assistance on a Monday, please contact
[alternate email address or contact].

B. Auto-reply/Out of Office
1. Offices/Departments
a) Itis recommended that Offices/Departments have auto-reply if
expected turnaround time is more than 2 business days OR
relevantinformation can be included in the reply. See Section 7B
for templates and examples.
b) If the email will be responded to within a timely manner, there
isno need for an auto-reply.
¢) Auto-reply messages should NOT state that the University
orOffice/Department is closed.
2. Individual Employees
a) Individuals should have an auto-reply in place under the
followingcircumstances:
(1) Annual Leave / Sick Time
(a) Replies include effective dates for leave

(2) Alternate Work Schedule (including Work Share); Replies
should NOT directly mention Work Share or furlough.

(a) Example: “I am out of the office today but will
return tomorrow. Please direct any urgent
requeststo [alternate email address]. Thank you.”



(3) If the employee does not have regular access to email.
Examples may include a full day of meetings or
attendingconferences.

b) Template - See Section 7C for full templates.

(1) All auto-replies should include an alternate email

addressfor immediate and urgent matters.



III. Calendar

A. It is recommended that all EMU employees utilize Google Calendar to indicate

availability and days out.
1. When an employee is out of office, as defined in 2B above, they
shouldmark availability on their calendar.
2. Employees should consider making their calendar accessible

(Free/Busyinformation only) to anyone with an @emich.edu address.
Learn more here.

3. With personnel working on-campus and remotely, scheduling a
meeting can be a challenge. Google just made that a little easier by
adding a Working hours and location feature to Google Calendar.

To get started, set up your working hours and location in the Google Calendar settings. If you're
not sure how to do this, follow Google’s instructions.

¢ Settings

Working hours & location
General ~

Location Floor
Language and region

Time zone Inly your administrator can set your main office location
World clock Enable working hours
Working hours will inform people if they try to invite you to a meeting outside of these hours

Event settings Enable working location

Lets others know where you're working when they invite you to an event
Notification settings Only people wha can view your free/busy availability can see your working location
View options 5 o ° o ° ° 5
Events from Gmail

Monday 9:00am to 5:30pm B Office - @ |[—:| Copy to all
Working hours & location @

Tuesday 9:00am to  5:30pm M Home MO
Keyboard shortcuts

Wednesday 9:00am to 5:30pm B Office x @
Offline

Thursday 9:00am to  5:30pm M Home - @
Add-ons

Friday 9:00am to  5:30pm B Office - @

Add calendar v

Import & export



https://www.emich.edu/it/services/gsuite/calendar/index.php
https://support.google.com/calendar/answer/37082?hl=en&ref_topic=3417970
https://support.google.com/calendar/answer/37082?hl=en&ref_topic=3417970
https://support.google.com/calendar/answer/7638168?hl=en&co=GENIE.Platform%3DDesktop

Today < > October 2021
SUN MON TUE WED
GMT-04 Office ﬁ M
2 \Jaratinn
10 AM Working location
Tue, Oct 26, 2021
11 AM
[ Office
12 PM
M Home 7
1PM
¥, Unspecified
2PM
3PM ©  Somewhere else

X Work Location Demo

Oct 28, 2021 4:00pm to 5:00pm Oct 28, 2021 Time zone

(] Allday Does not repeat ~

Event Details Find a Time
Today < » Tuesday, October 26, 2021 Day ~  Allguests ~  Allrooms ~
TUE Sue Procter Rocky Jenkins Ron Woody
26 (s 1 9
GMT-DAI © Home ) Home Office

Help Desk at 734.487.2120.

Google’s documentation or contact the IT



https://support.google.com/calendar/answer/7638168?hl=en&co=GENIE.Platform%3DDesktop

IV.  Web
A. Main contact page
1. The Remote Work Group recommends that a list of frequently
contacteddepartments be posted on the FAQ of the COVID-19 website.
a) Note: This existing list can serve as a starting template.

B. Department/Office pages
1. Department/Office pages must not say that the University is closed.
2. Accurate contact information should be listed on each
Department/Officepage.
3. If relevant, page can acknowledge that the Department/Office is
workingremotely, or on an adjusted schedule.

V. Templates
A. Outgoing Voicemail Messages

1. Department/Office
Thank you for calling the [Office/Department]. We are sorry we missed
your call. Please leave a message including your name, phone number,
and reason for calling and we will call you back. You can also email
[email address].

2. Individuals with Phone Access
Thank you for calling Eastern Michigan University. You have reached the
voicemail of [Name]. | am sorry | missed your call. Please leave a
message and | will call you back at my earliest convenience.

3. Individuals without Phone Access
Thank you for calling Eastern Michigan University. You have reached the
voicemail of [Name]. As | am working remotely, | do not have access to
this phone number, but | will be checking voicemail regularly. Please

leave a message with your name and phone number or email address
andl will get back with you at my earliest convenience.
B. Auto-Reply for Department/Office email
1. Auto-reply with relevant information
a) “Thank you for your email! We look forward to connecting with
you soon.

If you are interested in checking availability for future events,
please contact the office staff by email using our inquiry

form.

Students - The process in which to reserve weekly meeting


https://www.emich.edu/coronavirus/index.php
https://www.emich.edu/contacts/index.php
https://www.emich.edu/bookemu/inquiry/
https://www.emich.edu/bookemu/inquiry/

reservations and Sunday multi-date meetings for the fall are
stillbeing determined. Stay tuned as we navigate our return to
campus.

Please visit https://www.emich.edu/uhs/coronavirus/index.php
forcurrent information regarding events and classes at EMU.”
2. Auto-reply for emails turnaround time longer than 2 business days

a) “Thank you for your email! This is a busy time for [OFFICE] and
your message is important to us. Please allow up to 3 business
days for a response.”

C. Auto-Reply/Out of Office emails for individuals
1. Thank you for your email. | am out of the office beginning [DATE] and
will return on [DATE]. | will reply to your email upon my return.

If you need immediate assistance, please email [alternate email
address].You can also call the main office at [PHONE NUMBER].
2. If relevant, an out of office/auto-reply can include information that
mighthelp the sender.
a) “If you'd like to schedule a meeting with an admissions advisor or
learn more about Eastern Michigan University, visit
emich.edu/onlinevisit. | hope to connect with you soon.”

Getting Started with Telecommuting and Remote Work -
Everyone has a Role...

Self-Assessment Questions for Potential Telecommuters — Note that telecommuting does
not suit everyone. Ask yourself the following questions:

Are you self-motivated and a solid performer in your job?

Do you take pride in being able to get things done without being checked on?
Does working in isolation bother you?

Are you organized with good time management skills?

Do you believe you have a good hold on needed job skills and knowledge?
Are you enthusiastic about telecommuting potentially?

Self-Assessment Questions for a Supervisor of Telecommuters — Telecommuting does not
work readily with every management style. Ask yourself the following questions to see how
comfortable you are with telecommuting issues — or if you need some support or training:

e Are you open generally to alternative or creative ways of getting work accomplished?
8
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e Would you assess your communication and coaching skills as strong, able to use
themfrom a distance?

e Are you empathetic with the needs of telecommuters and their families?

e Are you willing to adjust your management style if needed?

e Can you work to foster a working relationship built on trust, though at a distance?

e Can you design steps to take to maintain group cohesiveness with people in
differentlocations?

e Are you honestly willing to positively consider a telecommuting relationship that
islonger-term?

e Can you provide honest and clear feedback to your employees?

Assessment of the impact on the rest of the team/department etc. — Seeking input from the
whole team is important as various and different work arrangements affect them all:

e What are the limits of telecommuting for the solid operation of your department?

e Are you prepared to explain why telecommuting may work for some roles and not
forothers?

e What are the motivators and things that discourage your team members?

e How would telecommuting arrangements impact other schedules or create
overtimeconsiderations, if at all?

e Do your team members support the telecommuting arrangement? If not, what can be
doneto earn their support?

e Will the telecommuting arrangements help, hurt or have no impact on work
relationshipsand outcomes?



Consider the Work and whether it lends itself (or which duties do or do not) lend
themselves to being done in alternate work locations or home:

e Are there tasks that can or should be done without interruptions?

e Arethere tasks that do not require face-to-face input or information from others?

e Can the technology needs of the position be met at alternate worksites?

e What will be the impact on the social/team interactions — will they suffer? Are there
waysto assure positive interactions and cohesion?

e Will the work suffer if there are delays or bottlenecks in information sharing?

This is a modified version of https://worklife.msu.edu/workplace-assistance/flexible-
work/telecommuting/getting-started. It was converted to questions to help the various
partiedassess their capabilities regarding remote work.

Please note: This document is based in large part on “Managing Onsite Presence” on

Harvard University’s website at https://hr.harvard.edu/corona-virus-workplace-

policies/managing-onsite-presence
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Helpful Information for the Supervisor of Telecommuters

o Be educated - if you are uncomfortable or inexperienced with telecommuting
arrangements, take the time you need to become informed. Don’t feel rushed to
make adecision before you are ready. Talk to HR.

o Give the request fair consideration — that’s all that you have to do. Ask questions,
stretch beyond your comfort zone if you can, seek a win-win, look for creative
solutions,but don’t feel pressured to accept an alternative that doesn’t support your
departmental mission or would hurt the quality of work.

o Address concerns — whenever they arise, in the planning process or during the
telecommuting arrangement, be sure to make any concerns known quickly, so that
theydon’t magnify and interfere with the telecommuting arrangement unnecessarily.

o Pick up the phone — don’t fall into the trap of using email for all of your
communications. Beyond basic communication, calling a telecommuter allows you to
assess his/her mood, including being able to identify any stressors that could impact
his/her work performance and work satisfaction. Remember, you may be the only
personhe/she has had a chance to talk to that day. Help him/her feel connected to the
outside world and to the department.

o Initiate communication — be proactive and reach out to telecommuters rather
than expecting them to initiate contact. Like direct phone calls, initiating contact
on yourtimeline helps keep telecommuters oriented to the workplace routine and
deadlines.

o Encourage inclusion — is it time for birthday treats, or the office luncheon? Did a
colleague just make a big announcement? Make sure to share the news with
your telecommuters.

o Schedule face-to-face time — make sure you are meeting together on a regular basis. If
you know telecommuters are coming into the office, do what you can to set aside time
onyour calendar to meet - even if you don’t have a formal agenda. Ask the
telecommuters to let you know in advance if they are going to stop into the office so
you (and others) can be there to reconnect.

This was originally posted at https://worklife.msu.edu/workplace-
assistance/flexible-work/telecommuting/supervisor-information
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