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Abstract 
The remote and hybrid work formats have increased and have a significant effect on the productivity of employees and their job satisfaction in the UK service industry and especially in the post-COVID working conditions. Now that flexible work arrangements have been anchored in organisational practice, the question of whether they are effective and have impacts has turned into a burning issue for researchers and practitioners alike. The purpose of the research consisted of investigating the impacts of remote and hybrid workplace designs, employee productivity and job satisfaction in the UK service industry. The research was aimed at attaining this goal by undertaking research objectives that were directed at examining the implications of flexible work arrangements on productivity outcomes employee wellbeing and satisfaction as well as the influence of organisational support in determining such outcomes.
The study used a qualitative research study design of secondary research that involved the use of scholarly journal articles, industry reports, and policy documents which were conducted post-pandemic. The thematic analysis method was used to tabulate the secondary data in order to determine the recurring trends and recurring themes that pertained to productivity, job satisfaction, organisational support, and inequality in accessing flexible work. The job demands-resources (JD-R) model and the Social Exchange Theory (SET) were used as sources of knowledge that helped to analyse the results and present them in terms of a theoretical background.
The major discoveries suggest that hybrid models of work tend to either stay productive or become better in knowledge-intensive service jobs, but the results are contingent on the type of work, digital infrastructure, and the practices in the management. There were higher levels of job satisfaction and better work-life balance in increased autonomy and flexibility but other risks that were also noted are digital overload, blurred boundaries and burnout. The organisational support turned out to be one of the essential moderating variables, and inequality in the range of access to hybrid work across jobs and skill levels became apparent.
Remote or Hybrid employment can have a promising outcome at the present time only when proper structure, leadership and resource accountability are prioritised. It indicates that leaders especially of HR departments should focus on formulating organised hybrid policies with digital technology inclusion and secure employee wellbeing. It can ascertain an ethical roadmap towards this new setting to help workers have equitable access of benefits as well as overcome differential challenges on the path.
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[bookmark: _heading=h.yq85lyqtq5wf]Chapter 1: Introduction
[bookmark: _heading=h.14dk96pp11s6]1.1 Background
The concept of work has been transforming over decades as innovative technologies and shifts in employee expectations lead to a change towards more flexible working conditions. Distinct and hybrid work arrangements where employees divide their time between home and office employment have been increasingly popular in every part of the world, particularly in service industries where the aspect of knowledge work takes the centre stage. Such models provide employees with increased autonomy, flexibility and work-life balance, and opportunities for organisations to minimise overheads and have access to a greater talent pool (Sakal, 2024).
Globally, remote and hybrid work models have been adopted, and the situation has increased significantly since the COVID-19 pandemic. With businesses forced to make changes due to lockdowns and social distancing, remote employment became the most effective form of keeping the business running (Al-Habaibeh et al. 2021). This change has not been confined to the period of the pandemic but has predetermined a long-term alteration in the working environment. Firms are adopting such models as a norm of their operations and as their usual operation behaviour, given their promise to boost their productivity and the satisfaction of their workers. The service sector has been one of the most adopting industries to hybrid working in the UK due to its flexibility, as well as the trend of greater use of digital tools and technology.
The last several years have caused an unavoidable outburst of hybrid working. The Statista Research Department noted that, until the coronavirus (COVID-19) pandemic, 17% of workers in the United States worked at home five days or more a week, but this has increased to 44% amid the pandemic (Amanda, 2021). With the work-from-home (WFH) setups becoming the new reality, employers in the UK expected the home working routine to grow in numbers above 37% after the pandemic, rising to 37% as opposed to 18% before the pandemic (Amanda, 2021). Simultaneously, it was the craving of the workers to make part-time visits to the office. Statista survey found that two-thirds of workers wanted to keep working at home somehow, with a good number of them preferring a hybrid. Generation Z, however, have been greatly interested in the hybrid work setups, with 64% of the people interviewed in a Salesforce survey stating that they would prefer this system (Amanda, 2021). This transition indicates the evolving demands on the part of employees, particularly the young generation, who are more demanding in the aspect of flexibility and work-life balance between their jobs and personal lives.
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[bookmark: _heading=h.91aye8v8tsja]Figure 1.1: Share of people working remotely, hybrid working, or at work in the UK 2020-2025
(Source: Clark, 2025)
Remote and hybrid working are also becoming popular in the UK, and the work environment in the country has changed significantly over the last couple of years. In November 2025, a report showed that towards October 2025, about 13% of employees in Great Britain will be working full-time at home, 27% will be working at home and commuting to work, and 45% will be working full-time in an office (Clark, 2025). The proportion of remote workers has fluctuated over the years, with the peak number of remote workers recorded in June of 2020 at the height of the pandemic. Since that time, hybrid working has become more popular, as 31% of the population has reported hybrid working arrangements in November 2023 (Clark, 2025). Interestingly, there has been far more remote work in some industries, including the sphere of agriculture, as by 2020, more than half of employees in this field worked at home as their primary job. Conversely, accommodation and food services experienced the smallest number of remote workers, with the majority of workers (6%) working at home (Clark, 2025).
Flexible work arrangements are increasingly being embraced in the UK, which is indicative of a great change in the preferences of employees and organisational behaviour. A 2023 survey found that 62% of organisations in the UK were traditionally offering some kind of flexible working, with the most common such options being regular or ad-hoc remote working (Clark, 2025). Other trendy schemes include flexible working hours, part-time employment and career breaks. It has become more popular since 2013, and UK employees with the right to work flextime are growing in number, taking numbers between 3.2 million to approximately 4.2 million by the year 2024 (Clark, 2025). Employees in the UK also found flexible work as a key to obtaining more balance in their working lives, with 41% of the people surveyed reporting it to be the main reason that makes getting to work a little easier (Clark, 2025).
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[bookmark: _heading=h.taxmk819tov7]Figure 1.2: Employers' and employees' views on the success of remote work
(Source: Taylor, 2025)
Remote work has been widely seen as a success; 83% of employers said that remote work had a positive effect on their organisations (Taylor, 2025). Nonetheless, there also exists a significant difference between the employer and employee viewpoints on the success of remote working. Although a large percentage of employers have this view, the percentage of employees who share the same is at 73% (Taylor, 2025). This indicates how complicated the distance working set-ups can be at work since the workers and employers can have varying experiences and problems in working within the distance. Nevertheless, as those differences appear, the emerging evidence indicates that remote work has become an essential element of the new work setting, as it provides flexibility and better work-life balance to the majority of employees.
[bookmark: _heading=h.xrl93p5bvkzp]1.2 Rationale of this Study
The study is also vital because it would fill an important knowledge gap in the current literature about the effect of remote and hybrid forms of work on employee productivity and job satisfaction, especially in the UK service sector. Although literature has been conducted in other areas on these topics, there is scant literature as far as how these models culminate towards the UK service sector, which is a major sector of economic activity. The service industry, including the customer service industry, IT industry, consulting industry, and finance industry, has undergone a significant shift to remote and hybrid jobs, and it is obligatory to analyse the impact of such alterations on the outcomes of employees.
The value of the service sector as an area of focus is that it is currently embracing the flexibility of working styles, and the number of people who are working at home or utilising hybrid styles is increasing at a high pace. Work dynamics have been profoundly altered in such fields of customer service and IT, in which digital communication and fluid work arrangements become essential (Miele and Tirabeni, 2020). This paper will particularly look at key areas through which employees' experience in the remote and hybrid environments is determined, including autonomy, workload, communication, and technology infrastructure.
The insights that flexible work arrangements affect productivity and employee well-being are extremely topical to companies aiming at enhancing the working conditions and ensuring high performance at the same time (Loh and Cheng, 2024). The experiences obtained in the given study will allow employers to design more efficient and sustainable working models that will attract employees and support the objectives of the organisation. The results will also play a role in the potential scholarly knowledge regarding the concept of flexible working in the service industry, which has not been highly studied so far.
[bookmark: _heading=h.n7tsfv3nk1l3]1.3 Research Aim and Objectives
Aims- To analyse existing secondary evidence on how remote and hybrid work models influence employee productivity and job satisfaction in UK service-sector organisations.
Objectives
· To identify evidence, are there studies regarding the effect of remote work and hybrid work models on service sector employee productivity in the UK?
· To show studies on autonomy, workload, communication, and digital resources on job satisfaction in hybrid and remote work conditions?
· To identify research on organisational support systems in productivity and job satisfaction in flexible working structures?
[bookmark: _heading=h.sl1s7yhkrh1v]1.4 Research Questions
1. How do remote and hybrid work models influence employee productivity in the UK service sector, and what factors moderate this relationship?
2. To what extent do autonomy, workload, communication quality, and digital resources shape job satisfaction in remote and hybrid work settings?
3. How do organisational support mechanisms affect both productivity and job satisfaction within flexible work arrangements in the UK service sector?
[bookmark: _heading=h.1tf2a84wu1ca]1.5 Significance of the study
This study makes a valuable academic contribution by filling a gap in the existing literature on remote and hybrid work models, particularly within the UK service sector. While flexible working arrangements have been extensively studied, few studies focus on how these models impact employee productivity and job satisfaction in the UK service industry (Davidescu et al. 2020). Through analysing existing secondary data, this research will provide insights into the relationship between work flexibility and employee outcomes in key sectors such as customer service, IT, and consulting, where remote work has become increasingly prevalent. From a practical perspective, the findings of this study will equip HR managers, policymakers, and organisations with evidence-based strategies to improve productivity and job satisfaction in remote and hybrid work environments. Understanding factors such as autonomy, workload, communication, and digital infrastructure will help businesses implement effective policies that optimise employee performance while enhancing well-being (Fraboni et al. 2023). The broader implications of this research extend beyond academic and organisational applications. Through demonstrating the importance of flexible work arrangements in promoting both employee satisfaction and organisational efficiency, the study will contribute to shaping future work models in the UK service sector, fostering healthier, more productive work environments that align with the evolving needs of the modern workforce.
[bookmark: _heading=h.vv5dw2ibrgvq]1.6 Structure of the dissertation
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[bookmark: _heading=h.8v5aqlcze76r]Figure 1.3: Structure of the dissertation
(Source: Self-made)
[bookmark: _heading=h.pvbj9bv48aae]

[bookmark: _heading=h.lw1mskw1nlt3]Chapter 2: Literature Review
[bookmark: _heading=h.hs9yk88e3mf]2.1 Overview
This literature review assesses the existing literature on remote and hybrid working in the UK, and it mainly includes the impacts of such employment forms on employee productivity and job satisfaction. It is there to put a basis on which the empirical analysis should proceed. The chapter is divided into four key sections, namely: first, review of evidence on the productivity outcomes in circumstances of remote/hybrid settings; secondly, the analysis of the influence of autonomy, workload, communication and digital resources on job satisfaction; third, the analysis of the support linked to organisations and moderating processes; and, fourthly, a theoretical framing of the existing evidence with references to the Job Demands-Resources (JD-R) model and Social Exchange Theory to understand the inconsistencies and gaps that will be filled in the current research. 
[bookmark: _heading=h.ujkatoyy6o8]2.2 Remote and Hybrid Work Effects on Employee Productivity in UK Service Roles
In this research, the productivity is considered to be the deliverable and efficiency of employees, including the rate of accomplishing tasks, the quality of service exposure, meeting the performance goals, and sufficient utilization of time and digital means. Productivity in service-related fields can also be indicated by the customer satisfaction rating, times of resolution, and creativity in the performance of duties (Maity and Lee, 2025). Researchers post-pandemic indicate that the hybrid work model can maintain or promote productive work during knowledge-extensive service jobs on the condition of the advantageous digital infrastructure and management culture (CIPD, 2023).
Simultaneously, remote and hybrid work do not always work equally in every position. The digital data indicated that productivity increment was well related to the small and medium enterprises that implemented the digital resource, workflow, and adaptive management (Hybrid and Remote, 2023). Conversely, settings that do not support such effects exhibit either mixed or opposite effects. Others have recorded home environment disturbances as a cause of distraction, digital overload inability to coordinate with other co-workers (and particularly those in frontline or time-based occupations) (Mutebi and Hobbs, 2022).
Greener findings are obtained in the body of research on knowledge-work teams: one such study released in 2023 revealed that a remote-working strategy (enhanced with solid ICT infrastructure) dramatically enhanced task innovativeness and total performance in UK workers, meaning workers invented new approaches to performing tasks, used digital tools effectively, and often outperformed pre-pandemic levels of performance (Dzandu et al., 2025). That shows that remote/hybrid working is not merely an imitation of office work, but it also could allow creativity and flexibility that improve performance.
However, there are caveats. An empirical investigation of the JD-R model by Van Zyl et al. (2025) in 2025 showed that high digital demands (performance because of constant online connectivity, constant expectations of being online) under remote conditions do lead to performance erosion over time in some instances. The identical study found enhanced work-home interference and mental exhaustion when there were poor digital resources or job pressures, when compared to support (Van Zyl et al. 2025).
Besides, remote-only and hybrid differences are important. Pure working is more likely to produce mixed productivity results as opposed to hybrid working. As an example, combining arrangements in most UK companies are associated with stable or even high output, although fully remote arrangements experience the problem of coordination, isolation and less informal collaboration (Williams and Shaw, 2025).
In general, the literature demonstrates that hybrid working in an environment of adequate digital infrastructure, the definition of roles, and positive management can contribute to or improve productivity in the service industries in the UK. However, the success is conditional; organisations should take control over the requirements of remote work (digital overload, coordination problems), and supply it with sufficient resources.
[bookmark: _heading=h.jii7v65aadux]2.3 Influence of Autonomy, Workload, Communication and Digital Resources on Job Satisfaction
The process of transformation of remote and hybrid work into job satisfaction is affected by several psychological and structural factors. Four of these areas are common factors usually discussed in the literature, and they include autonomy, workload, quality of communication, and access to relevant digital resources.
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[bookmark: _heading=h.sw888ryvu7cj]Figure 2.1: Job Satisfaction Drivers in Remote and Hybrid Work  
(Sources: Created by scholar)
In this case, job satisfaction means how satisfied, inspired, and happy the employees are with their work-related functions, which depend on intrinsic and extrinsic drivers. The most crucial determinants of remote and hybrid environments are autonomy (ability to schedule and approach work), workload (amount and manageability of work), quality of communication (clearness, frequency, and responsiveness of interactions), and support of digital resources (perceived access to good and dependable technology, training). The UK empirical evidence shows that autonomy is highly related to increased job satisfaction, and it should be matched with structure to avoid role ambiguity (Sundermeyer, 2025).
However, autonomy may also be associated with disadvantages: in the absence of role definition and support, it might lead to role ambiguity or the confusion of work and personal life. A number of studies, which relied on the JD-R framework, have discovered that employees who had high autonomy were not well structured or overworked, and therefore work-home interference, fatigue, and low well-being were observed (Van Zyl et al. 2025).
Another important factor is workload under remote/hybrid conditions. Based on a study by Costin et al. (2023), it is stated that remote work may result in escalation: increased hours, presumption of constant access, and inability to switch off. Job satisfaction reduces when the workload is too heavy and the resources are too few. In a recent study conducted in the United Kingdom by Baurai et al. (2025), it is stated that the phenomenon of burnout or stress in hybrid workers can occur due to the higher levels of digitalisation and the absence of well-defined limits of workload responsibilities.
The quality of communication is also important. Satisfaction and sense of belonging are supported by constructive feedback obtained promptly, clarity of work, and supportive supervision when they may not be face-to-face. Conversely, lack of effective communication results in isolation, misconception and lack of teamwork. In a longitudinal study of remote workers, the researchers discovered that highly interacting employees with high-quality interaction had a higher level of job satisfaction and reduced turnover intention (Makikangas et al. 2022).
All these dynamics are supported by digital resource support. The adverse impact of remote working on satisfaction is mitigated by reliable technology, stable internet, digital collaboration tools, and sufficient training. In a recent study, Alkhayyal and Bajaba (2024) argued that the advantages of hybrid remote work on both well-being and satisfaction are only attained when companies invest in the correct infrastructures and promote digital leadership and learning.
It is interesting to note that the extension of the JD-R model to the example of remote work revealed that organisational support (digital tools, leadership, guidelines) mitigated the adverse effects of high job demands and workload on job satisfaction and performance (Van Zyl et al. 2025). This demonstrates that even job satisfaction with hybrid/remote work does not solely depend on personal taste (autonomy), but also on the quality of institutional support.
In short, remote and hybrid work may positively affect job satisfaction provided that important conditions are satisfied, which are autonomy, manageable working load, effective communication, and effective digital support.
Critical Synthesis: Patterns, Tensions, and Debate
One theme in the research is that hybrid remote work benefits are conditional. The organisational context is a crucial factor in the process of success: the adaptation of management practices, the reliability of digital infrastructure, and the lack of role ambiguity. In the UK service and knowledge sectors, where this support is present, more often than not, hybrid work results in stable or even higher productivity and job satisfaction. On the contrary, disorganised, improper communication, excessive digitisation or excessive workload may result in more deplorable consequences burnout, separation, and loss of performance or satisfaction.
Short-run and longer-run effects are also in conflict. There were initial research documents showing results in the case of remote work. However, more recent longitudinal evidence provided by Sundermeyer, (2025) indicates that the novelty effect would subside with time; autonomy and flexibility are only appealing to the extent that they are complemented by support and limits (such as work/personal life separation, expectations, reasonable working load).
There is one more controversy connected to measuring productivity. Numerous studies are based on self-perceived gains, which can exaggerate the gains. Objective measures (sales, task completions, quality indicators) are not as common, partly due to the fact that remote/hybrid work dilutes standard practices of supervision and measurement. This complicates the generalisation findings to organisations and the comparison of remote and office environments in meaningful ways.
[bookmark: _heading=h.djbzo8ma0vk4]2.4 Organisational Support Mechanisms Shaping Productivity and Job Satisfaction
Support mechanisms in the organisations are very important to determine the productivity and job satisfaction of the employees, especially when working remotely and in the hybrid work model. A number of studies point to the support systems, in terms of leadership, resources, and communication, and how they contribute to the way employees approach their work and how they are satisfied with their work in general. The support mechanisms, however, are effective in different industries and workplaces.
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[bookmark: _heading=h.mpg22zj9gp9y]Figure 2.2: Correlation between the organisational culture, job satisfaction, and organisational commitment
(Source: Emexidis et al. 2025)
Roy et al. (2025) say that perceived supervisor and organisational support have a significant influence on job satisfaction, and the work-life balance is a mediator. Supervisor support is even more crucial in the scenario of hybrid and remote work environments, as employees cannot be present physically in the office. Nevertheless, the research indicates that the work-life balance, under the support, remains a challenge, particularly in situations where the employees lack organisational identification. This is similar to Elufioye et al. (2024), who attach importance to employee well-being and mental health programs, indicating that proper organisational assistance goes beyond job satisfaction and focuses on mental health issues, which are, at the same time, especially acute in remote environments. Both articles emphasise the role of organisational support, though one of them points out that it is harder to attain work-life balance when employees feel isolated, whereas the other focuses on the need to have broad-based well-being programs to solve this problem.
Muhammed and Zaim (2020) pay attention to the leadership support and sharing of knowledge as one of the driving forces of organisational performance. Leadership support is even more essential in the context of hybrid work, where employees tend to be located at a distance. They claim that remote teams need effective leadership so that the rates of cooperation and performance can be high. This is contrary to the results of Abdullahi et al. (2025), who discovered that perceived organisational support has the capacity to mediate the relationship between job satisfaction and employee performance in SMEs. They hypothesise that due to their small scale, SMEs can experience special difficulties with reporting consistent support, particularly when working in the same place, where resources and leadership can be in high demand. This comparison brings to our attention the necessity of specific supporting mechanisms, which should be determined in terms of the structure and size of the organisation.
Additionally, Borissova et al. (2020) offer a rather interesting approach to group decision-making and distance collaboration software tools. Through their research, they demonstrate that organisational support through collaboration tools is a major factor that promotes productivity in the remote work team. Nevertheless, Ogbu et al. (2024) also note that organisational culture is one of the key factors that determine the success of remote work, at least in the industries that are less dependent on digital instruments, such as oil and gas. They claim that a powerful organization culture can assist remote work compared to technology alone. This is contrary to the reports of Effiyaldi et al. (2025), who comment on the barriers and opportunities of managing performance in the hybrid working models, and that technology is the major factor in keeping the performance level at various working contexts.
[bookmark: _heading=h.kvt2iqx078um]2.5 Theoretical Framework
Job Demands-Resources (JD-R) Model
According to the Job Demands-Resource (JD-R) model, there are two serious matters that define work environments, and these are job demands and job resources. Such factors as the increased workload, or even emotional pressure, can lead to stress and burnout, and this is considered job demands (Buruck et al. 2020). Such demands can be coped with by employees with the aid of job resources such as autonomy and social support that help in enhancing job satisfaction and productivity. Translating the JD-R model to the discussed phenomenon of remote working and hybrid employment in the UK service industry, the fact that employees are freer to organise their jobs, and the support system, comprising of leadership and communication technologies, could favourably influence job satisfaction and productivity which can be considered encouraging. 
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[bookmark: _heading=h.9md9gyplmhb8]Figure 2.3: Job Demands-Resources (JD-R) Model
(Source: Janse, 2020)
Social Exchange Theory (SET)
The Social Exchange Theory (SET) is the idea that all the relationships at the workplace involve two-way traffic, in which employees can provide effort and dedication to the organisation in exchange of organisational support, recognition, and rewards (AJOBI et al. 2025). In distant and remote settings, this communication is more dependent on the perceived trust, equitability, and quality of communication. The higher engagement, productivity, and loyalty can be returned to the organisation when organisations offer support in form of flexible policies, emotional support and career growth. SET therefore assists to reason out the impact of organisational support mechanisms on job satisfaction and performance within the model of flexible work.
[bookmark: _heading=h.ecfg9k3l5pha]2.6 Literature Gap
Hybrid and remote working are increasingly supported by evidence in the UK, but there are still a number of gaps, particularly in the service sector. A lot of the current literature highlights the knowledge-intensive roles or technology-based roles; that is, there is not much information regarding the effects of the flexible work arrangement on the productivity and job satisfaction of the frontline of service or customer-facing jobs. Research like Baurai et al., (2025), which looks at autonomy, workload, communication and digital resources, typically looks at these factors individually, and therefore, there has not been much conjecture in multi-factor research that demonstrates the interplay between these variables and in only one consistent framework. The other weakness is the absence of long-term data based on the UK, since most of the findings are based on short studies taken during the pandemic or immediately after the pandemic. This complicates the determination of how hybrid work can perform in case the emergencies disappear, and organisations normalise their practices. Very little application of JD-R and Social Exchange Theory is also present to explain the divergence of the outcomes between groups or even settings. These gaps underlie the need to research particularly in the UK service industry and apply the two theories in order to relate the daily work experiences and the productivity and satisfaction results.
[bookmark: _heading=h.hi05jp345ypa]2.7 Summary
Overall, the chapter demonstrates that productivity and job satisfaction can be supported by hybrid work when levels of autonomy, communication and digital resources are favourable, but when workload pressures escalate, or organisational support is unsatisfactory, such positive outcomes are diminished. It is also demonstrated that results are not consistent in terms of roles and sectors, and findings are mixed. What is lacking is a clear and combined knowledge of the work factor combination to influence outcomes in the service organisations in the UK. These gaps culminate in the conceptualised on the basis of the interaction of work demand, resources and organisational support on employee outcomes in flexible work arrangements.
[bookmark: _heading=h.n7zfk89n3jlw]2.8 Conceptual Framework
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[bookmark: _heading=h.cee6g5dkkds8]Figure 2.8: Conceptual Framework
(Sources: Created by scholar)


[bookmark: _heading=h.yvlyk3jfdzpn]Chapter 3: Research Methodology
[bookmark: _heading=h.f04z119151gx]3.1 Overview of the chapter
This chapter was a holistic and justified exposition of the methodological considerations made to achieve the research purpose of examining the secondary evidence on the impact of remote and hybrid work models in the UK service sector. The design was based on the research onion by Saunders that presented a hierarchical model and directed the rationality of the systematic approach, starting with external philosophical concepts to the inner methods and practices (Mardiana, 2020). The chapter discussed the interpretivist research philosophy and the inductive qualitative approach to research, as well as the exact design of a qualitative secondary research study. It later detailed how the public data on documentary would be gathered and analysed thematically, and ethical issues, inherent limitations and project timeline were also discussed. This chapter ended up creating a strict, clear, and practical methodological framework that was clearly formulated to respond to the research questions on productivity, job satisfaction, and support systems in organisations.
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[bookmark: _heading=h.lboal6no23p2]Figure 3.1: Research onion
(Sources: Mardiana, 2020)
[bookmark: _heading=h.oum2fhjikrni]3.2 Research Philosophy
The philosophy of research was that of interpretivism, which is considered to be necessary to explore the complicated social phenomena at the centre of focus of this paper. The concepts of interpretivism assume that social reality is not objective or set in stone, but it is formed through the meanings, experiences, and interpretations of people in particular situations (Junjie and Yingxin, 2022). The main research questions, concerning the extent of work models on subjective experiences of productivity, satisfaction, and the role of such factors as autonomy and communication, were closely engaged in comprehending these lived experiences and perceptions. The philosophy was therefore essential, given that it guided the research with the aim of getting a nuanced, contextual, and meaning-filled account that is found in the secondary books, as opposed to proving and quantifying the causal laws in a positivist tradition.
This philosophical congruence was knowingly relevant in consideration of the fact that the study has been involved in the use of the Job Demands-Resources (JD-R) model and the Social Exchange Theory. The theories are both inalienably concerned with subjective perceptions and social interactions that come into being. The JD-R model, as an example, is based on the perceptions of employees about their demands (such as digital overload) and resources (e.g. supervisory support), which are neither objective fixtures nor subjective experiences (Bakker and De Vries, 2021). Equally, Social Exchange Theory assumes the subjectivity of the rules of reciprocity and perceived fairness of exchanges between the organisation and the employee (Zhang et al. 2025). A hermeneutic viewpoint allowed probing in detail how these perceptions and interactions were characterised, lived and made sense in the context of hybrid and remote work organisation, as it was reported in the body of literature retrieved. It enabled a context-sensitive analysis, accepted the presence of many possible realities and sought a rich and informative understanding and not a generalizable prediction.
[bookmark: _heading=h.vxw3wsh13z2z]3.3 Research Approach
The study conformed to the interpretivist philosophy, which used the inductive approach. Induction is the process of making generalisable conclusions and theoretical conclusions based on a collection of specific observations or data (Vears and Gillam, 2022). This method was chosen to establish a unified interpretation as well as to derive information through the in-depth detailing, qualitative data in the available case studies, organisation reports and scholarly articles. The analytical procedure was initiated by the close reading and coding targeting particular cases and discoveries of the secondary data corpus. Using a comparative and abstracting methodology, these concrete observations have been categorised into general themes and patterns. The final objective was to grow a synthesised and evidence-based conceptualisation of the correlations between work models, productivity, and job satisfaction that was developed on the basis of the data on its own (Vears and Gillam, 2022).
The method, although essentially inductive, was nevertheless initially based on some theoretical frameworks, a method sometimes called abductive, or simply called a sensitising concepts framework. The JD-R model and the Social Exchange Theory offered a first-order prism in which to first address the literature, as they helped to find the applicable concepts, like the digital demand or the autonomy as a resource and the perceived organisational support. Nevertheless, these theories did not establish a strict deductive hypothesis-testing form. Rather, they were organising scaffolds that helped sort the data initially and were completely open to the discovery of unforeseen themes, contradictions or nuances as they emerged during the secondary evidence. Such a moderate position helped to make the analysis both theoretical and properly based on the empirical data gained in the literature.
[bookmark: _heading=h.ygqkepyc293u]3.4 Research Strategy
This study has been based on using a secondary approach of qualitative research and in this case, a critical evaluation of secondary data collected from various academically authentic sources. Qualitative secondary research entails the methodical finding, scrutiny, and interpretation of the prior research information to produce new proficiency without gathering primary information (Cheong et al., 2023). It was decided that the best qualitative method was systematic qualitative review since it is possible to synthesise the results of several investigations in a more transparent and replicable, theory-sensitive way instead of providing a descriptive narrative overview. It is one technique that fits well in the post-COVID environment, where there is a high volume of peer-reviewed research, policy papers and organisational reports on the topic, which reflect the actual experience of employees of working flexibly on a mass scale. The benefits of using secondary data were practicality and ethical compliance as it saved time and funds, would not be limited to access to organisational respondents and would present minimal risks to ethical issues since no human subjects would be directly engaged. The emphasis on the UK service-sector research provides contextual validity to the study as the sector is highly dependent on knowledge work and digital collaboration.
[bookmark: _heading=h.8ihzgfriq473]3.5 Research Design 
The research design used was a qualitative secondary research study, which included the aspects of a systematic literature study to provide rigour. The secondary research design has been selected because it was well-adapted to the main research objective of synthesising and critically analysing the existing evidence (Cheong et al. 2023). It was a design where the identification, assessment and interpretive synthesis of existing published qualitative research and mixed-method research findings were done instead of collecting new primary data. It allowed deep, comprehensive investigation into the problem of the research within a great variety of contexts of the service sector in the UK in a workable limitation, and it did not have any limitations concerning time and access to resources.
The design was logically implemented. It entailed setting out clear parameters through which the literature search would be conducted, using uniform inclusion and exclusion factors as well as using a clear, auditable literature analysis process (Chong and Plonsky, 2024). This methodical aspect improved the validity and the trustworthiness of the synthesis. It was a qualitative design with the thematic analysis of the textual information and thus emphasised the discursive reports, interview transcripts, and commentaries made on the literature to explain the how and why of the statistical trends or survey outcomes that is usually reported in the literature. This interest in qualitative evidence was necessary in dealing with the research objectives of mediating variables (in this case, autonomy, communication quality) and moderating variables (in this case, leadership behaviour, culture) that can only be well comprehended through rich, descriptive data.
[bookmark: _heading=h.rgmv5rsotlys]3.6 Inclusion and Exclusion Criteria
There were clear inclusion and exclusion criteria in order to increase the methodological rigour and transparency. The eligible studies had to be published in the last five years (2020-2025), about organisations located in the UK, and studied the topic of remote or hybrid working in the service industry, encompassing industries like professional services, information technology, finance, consulting and customer services. Peer-reviewed journal articles and credible institutional reports (such as CIPD, ONS, and UK Parliament) were taken into account only to allow assessing their academic and practical relevance. 
Studies were filtered out of the list when areas of analysis were restricted to non-UK settings, manufacturing or industrial industries or were opinion pieces, editorials or non-empirical commentary without a definite approach to methodology. The evolutionary outcome of these formulated holistic accountability of the ultimate information set assuring its reliability and dependability for contextual alignment of the study objectives.
[bookmark: _heading=h.dfiu9ashplic]3.7 Data Collection Method
To conduct this research, secondary data were gathered by consulting a number of established platforms, such as peer-reviewed journals and other scholarly articles published between 2020 and 2025. The sources contained detailed information on how remote work and hybrid work models affected the productivity of employees and their satisfaction with their jobs, focusing specifically on the UK service sector. The secondary data was collected from sources such as academic research articles, industry reports, and governmental publications. These sources were selected based on their relevance to the study's focus on hybrid and remote work in the UK service sector. Quantitative data were obtained from official reports, including those from the Office for National Statistics (ONS) and the Chartered Institution of Personnel Development (CIPD), while qualitative data were gathered through case studies, surveys, and organizational reports. The industry reports of reputable consultancies specialised in human resources, employee engagement, and remote working were also presented, which provide an understanding of the organisational experiences, employee experiences, and HR strategies in the UK framework.
The inclusion criterion was strictly followed to achieve relevant and up-to-date data. A study and reports that were published starting in 2020 were only chosen to represent the change of the working environment due to the COVID-19 pandemic, because this is when remote work was highly shifted towards hybrid working in 2020. Moreover, the study was specific to the UK service-sector employees, which ensured that the data reflected the situation of the study correctly. In ensuring the representation and quality of the data obtained, methodological rigor and essentials regarding the research question were used to select the studies. The secondary data collection was a valuable source of information on the trends and patterns that will be set in the service sector in the UK after the pandemic. The research could also gain a wide scope of information by examining the available literature without the time and resources of primary research. The secondary data was also justified by the fact that it gave useful information on the patterns and trends established in the service sector in the post-pandemic environment.
[bookmark: _heading=h.y67w9sa7iioj]3.8 Data Quality, Reliability and Validity
This study addressed credibility, dependability and conformability which are primary qualitative research criteria to ascertain the data quality and trustworthiness. This increased credibility was achieved by solely using peer-reviewed pieces of scholarly literature and official policy reports. Trustworthiness of information is possible to be facilitated by the adoption of uniform search patterns, inclusion criteria and thematic coding processes in all sources (Akella et al., 2023). Conformability was ensured by interpreting results based on existing theoretical framework; specifically, the Job Demands Resources model and the Social Exchange Theory which offered an analytical framework and had less bias of the researcher. The cross-section of academic articles, government publications and industry segments further enhanced the validity of the interpretations through allowing the cross-comparison of the outcomes of various data sources.
[bookmark: _heading=h.aovowti41x9g]3.9 Data Analysis Method
The thematic analysis was used in analysing the secondary data collected in this study to identify and interpret the recurring patterns (themes) in the qualitative data (Ahmed et al. 2025). Thematic analysis was selected as the method of analysis because it is effective to be used in relation to investigating subjective experiences and meanings when it comes to hybrid and remote working. The NVivo software was used to present effective data coding and categorisation in order to have a systematic and structured approach to the process of analysis. The software helped establish the major themes pertaining to the productivity of the employees, job satisfaction, and the value of the organisational support system in the hybrid work and remote working conditions.
The initial stage of the analysis procedure was familiarisation with data, during which the chosen sources, such as academic articles, governmental reports and industry studies, were examined. This was followed by coding the data in accordance with themes, and this included autonomy, former quality of communication, and availability of digital resources, as they had been found to influence productivity and job satisfaction. Data could be coded using thematic coding, which enabled grouping the data based on such common patterns that could assist in isolating the main factors that influence the experiences of employees in flexible work setups. It is a common fact that qualitative research techniques permit subjective interpretation of social phenomena by making them more lucid (Lim, 2025). The last phase was the interpretation of findings through the prism of some existing theoretical frameworks, including the JD-R model, the Social Exchange Theory, and the Two-Factor Theory by Herzberg, which provided a way of interpreting the dynamics of hybrid work. The methodology is guided to ensure that the analysis will not be purely theoretical but can also be customised to offer new knowledge that will be gained from the data.
[bookmark: _heading=h.et3sdtg1lau2]3.10 Ethical Considerations
Since the study was purely an analysis of publicly available secondary documents, hardly any ethical concerns existed with regard to carrying out primary research with human respondents. The main ethical requirements were connected to the academic integrity and respectful and proper use of the work of other people (Adillón et al. 2024). To prevent plagiarism, all sources used in the analysis and mentioned in the dissertation were cited correctly and exhaustively in compliance with the Harvard referencing standards. Special care was taken in the thematic analysis in order to reflect the findings and arguments made by the sources accurately and in context. Quotations or partly copied ideas were never applied in some manner that distorted the meaning or the conclusion of the original author. The contextual piety was an ethical binding of the synthesis research.
Moreover, since all data were publicly accessible, were in journals, institutional repositories or in organisational websites, there were no concerns of confidentiality, anonymity or even informed consent, which are of main concern in primary ethics. The research had no re-use of sensitive, confidential or personal information. Secure storage of all source documents and NVivo project file in the password-verified cloud storage approved by the university, and a personal computer was used, which ensured responsible data management. The method was ethical in terms of conducting desk-based research as per the ethical guidelines of the university, and this ensures that the project was professionally responsible and ethically appropriate.
[bookmark: _heading=h.c8he3y17uyt0]3.11 Limitations
The research has a number of limitations, mostly because of its use of secondary data. The fact that the data used is obtained through the implementation of already conducted research might also not completely correspond to the research questions, and this context is unique to the UK service sector. Despite the study having its merits, there were also limitations associated with the opted methodology. The use of secondary data also limits the scope of capturing live experience of the employees or conducting deep research on the emergent organisational practices within an organisation. Further reliant on the quality and coverage of published literature is the fact that the results might represent an instance of publication bias or imprecise definitions of productivity and job satisfaction. 
There is no primary data, which means that the personal experience of the employees is not directly recorded, and personal impressions are not as deep as possible. The issue of bias in published studies is also an issue because secondary sources might be biased in sampling, methods or reports, and this can also impact the accuracy of the results. Additionally, although the UK focus increases the relevance of the context, it hinders generalisation to other national contexts. Such restrictions are accepted with a view to providing reflexivity and to provide guidelines for future main research. Its applicability to the whole population is also limited because the data can only be applied to the studies used as part of the data collection. These studies might not be an adequate reflection of all service-based companies in the UK, especially in terms of size or industry diversity.
[bookmark: _heading=h.448uqm7gtgna]3.12 Time-frame 
	Activities
	Duration
	Start Date
	End Date
	Predecessor

	Topic selection/ approval
	7 days
	01-10-2025 08:00
	09-10-2025 17:00
	

	Literature review
	15 days
	10-10-2025 08:00
	30-10-2025 17:00
	1

	Methodology selection
	11 days
	31-10-2025 08:00
	14-11-2025 17:00
	2

	Secondary data collection
	15 days
	17-11-2025 08:00
	05-12-2025 17:00
	3

	Analysis of Qualitative Data
	20 days
	08-12-2025 08:00
	02-01-2026 17:00
	4

	Findings and analysis
	16 days
	05-01-2026 08:00
	26-01-2026 17:00
	5

	Recommendation and conclusion
	5 days
	27/1/26 8:00 AM
	2/2/26 5:00 PM
	6

	Final submission and celebration
	1 day
	3/2/26 8:00 AM
	3/2/26 5:00 PM
	7
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[bookmark: _heading=h.5y8r9jq2flhp]Table 3.1: Timeline
(Sources: Created by researcher)
[bookmark: _heading=h.3jxwxnwhb9sq]3.13 Summary of the chapter
This chapter has described research design and methods applied to investigate the effects of the remote and hybrid work model on employee productivity and job satisfaction in the UK service industry. The study has taken an approach of interpretivism philosophy and inductive research, in which the researcher relied on qualitative secondary method in order to synthesise existing knowledge in the form of peer-reviewed journals, government reports and industry publications. Thematic analysis was utilised in order to define common patterns and revelations concerning productivity, job satisfaction, and organisational support. The ethical aspects, including the need to adhere to academic integrity and proper citation, were implemented, and only secondary data were used, which restricted the range of the study and provided it with the risk of being biased by the influences of the given resources. These methodological options were aimed at giving a holistic view of the topic, but with the recognised limitation.



[bookmark: _heading=h.36xp6jr2wg2x]Chapter 4: Findings and Analysis 
[bookmark: _heading=h.o0dpmgemsapj]4.1 Introduction
The aspect of this chapter is to envisage and critically analyse data collected from secondary sources in alignment of the research objectives dealing with remote and hybrid working conditions on employee productivity, their job satisfaction levels and organisational support in the UK service industry. In this case, a total of 13 articles has been used. These are collected from official reports, including those from the Office for National Statistics (ONS) and the Chartered Institution of Personnel Development (CIPD). Additionally, the qualitative data have been accumulated from case studies, surveys, and organisational reports. It is ensured that the sources obtained from the sources are no older than 2020 (5 years from the date of commencement of the study) to ensure their relevance. These sources covered the effect of hybrid and remote working on the productivity of employees, how flexible work affects job satisfaction and wellbeing and the impact of the organisational support and structural conditions on the accessibility and the outcome of hybrid work. Comprehending these areas matching with the core aspect addressed though the research questions, they fit right into the domain of suitability. These 13 articles will be encoded with NVivo which can offer a consistent and recurring set of themes. Development of these themes is subjective in nature of creating a holistic and evidence-based insight into the practical operation of hybrid working in the UK service industry. Their analysis will be able offer solid foundation to remote, hybrid, productivity, job satisfaction and the service sector, ensuring the saturation to address the research questions properly. 




[bookmark: _heading=h.tp5mzegd1lme]4.2 NVivo Results and Codes 
Question 1
[image: ]
[bookmark: _heading=h.rebw5fz9dft8]Figure 4.1: Hybrid and Remote Work Links with Flexibility, Productivity and Work Life Balance
(Source: Self-Developed)
The first question of the study has focused on evidences of remote and hybrid working conditions practiced in the UK especially focusing on the service sector. With the use of NVivo tool codes have been identified which links remote and hybrid working with aspects like flexibility, work productivity, work-life balance, accelerated work rhythms and others. It has allowed to formulate the key conception and eventually the theme emphasising in detailed explanation how remote and hybrid working accelerated success for service sector firms in the UK in achieving goals through efficient work management using the emphasised structure. 




Question 2
[image: ]
[bookmark: _heading=h.k4avei1etkml]Figure 4.2: Improved Communication and Engagement Enhance Job Satisfaction
(Source: Self-Developed)
Second question has given emphasis on certain key benefits or characteristics of hybrid working which include communication, autonomy, reduced workload and others. Collected secondary resources (from peer reviewed articles, news reports, government publications and others) when encoded using NVivo, the cluster analysis showcased holistic relations of those areas. Codes like virtual communication technologies, workplace communication and others found linked with tea communication behaviours and job satisfaction. Additionally, remote work flexibility linked with enhanced job satisfaction, and job burnout signify the system is also capable to condemn complexities of employee engagement, allowing a service sector firm in the UK create ethical values for operational resilience. 



Question 3
[image: ]
[bookmark: _heading=h.e64j6j38trvk]Figure 4.3: Organisational Support Systems in Remote and Hybrid Work Influence Job Satisfaction
(Source: Self-Developed)
The third question illustrated in the study to address has been subjected to envisage if the support systems associated with remote and hybrid working can lead to enhanced productivity, success in operation or any complexities on the path for service sector firms in the UK. Encoding of the NVivo helped to formulate codes which include hybrid work organisation, employee cantered work practices, regular skill development, energy loss, job stress, work life balance and others. Links evaluated in this ground signify both the positive and negative aspects. Firstly, codes like autonomy, working patterns and others linking with improvement of work engagement symbolise a positive influence of remote or hybrid working in job satisfaction. On the contrary, regular employee skill development under post-pandemic work strategies linking to employee energy loss and stress emphasise negative aspects of remote and hybrid work that is needed to be mitigated. 
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[bookmark: _heading=h.a6prcby8twag]Figure 4.4: Pieces of Evidence of Coding 
(Source: Self-Developed)
[bookmark: _heading=h.dvyha0u4nmja]4.3 Thematic Analysis
[bookmark: _heading=h.1veixoca5uk7]4.3.1 Theme 1: The Impact of Hybrid and Remote Working on Employee Productivity in the UK Service Sector 
Hybrid and remote working systems have quantifiable yet situational effects on worker productivity in the UK service industry. The data gathered under this ground suggests, productivity is not represented as a uniform outcome but a product of the task type and work autonomy as well of organisational support and balance between home and office working. Facts emphasised by Toscano et al. (2025) that 49% of Europeans are likely to have work from home in weeks and remote work is very popular among them. This is mostly because there were fewer interruptions on that day than in office conditions. This substantiates the claim that work design is related to productivity gains and not just location. Additionally, the productivity gains were the greatest through hybrid arrangements and not completely remote models. Arguably an empirical study by Williams and Shaw (2025) indicated 90.4% hybrid working is well suited with their daily lives as it allows employees to take the benefits of the two realms, whereby home working directs employees to individual work and office employment is useful in collaboration and coordination. According to their findings, the emergence of productivity declines is observed when remote work decreases informal communication, slows down decision-making and increases costs in terms of coordination. This supports the notion of the significance of formal arrangements of hybrid schedules as opposed to ad-hoc flexibility. 
There are further sector-specific outcomes that help contextualise such outcomes. According to the CIPD (2025) reports, 71% of employers in the UK service sector based their observations on continued or increased productivity in working under hybrid settings as noted in professional services, IT and financial sectors. The outcomes were the improvement of productivity by increasing the level of employee autonomy, fatigue in commuting and a higher performance that is based on output. These results find support in the works of Toscano et al. (2025) who point out that autonomy increases self-regulation and long term performance under essential goals and trust by managers. However, productivity results are not favourable in all cases. A systematic review of SMEs conducted by Maity and Lee (2025) shows that there is quite a lot of variability, and smaller service firms can hardly turn hybrid work into productivity gains owing to absent digital infrastructure, informal management systems and vague performance expectations. This herein points out a significant structural difference in the service sector where organisational preparedness plays a large part in terms of predetermining productivity results.
This is also supported by statistical evidence that revealed 64% of employees in the service sector are more productive when working at home even though some executives are worried about how to monitor performance and how to maintain collaboration (Wifitalents, 2025). This tension implies that the perceived individual productivity might not always correlate with organisational performance measures especially in areas where the measure of output remains input oriented. The results, in general, imply that hybrid and remote working can be considered productive in terms of being incorporated into the supportive organisation frameworks, such as digital tools, clear performance frameworks and purposeful office use. Productivity does not then follow as an automatic consequence of flexible working but as such a result of work design alignment, autonomy, and organisational capability.
[bookmark: _heading=h.g59e7fuauvld]4.3.2 Theme 2: The Influence of Hybrid and Remote Working on Employee Job Satisfaction, Wellbeing and Belonging 
The procedures linked to remote or hybrid work can produce a significant and largely beneficial impact on job satisfaction among employees working in the sphere of UK service industry, especially when flexibility is combined with a possibility to have a social life. In the studies conducted, job satisfaction is found to be highly linked with the enhancement of work-life balance, autonomy and psychological wellbeing, but not to the performance results only. The evidence presented by Bloom et al. (2024) is well-founded to believe that hybrid working is a major factor in enhancing employee retention as much as 52%. It does not detrimentally affect performance, where satisfaction-related variables gain prominence in the choice of employees to stay with organisations. In hybrid environments, well-being turns out to be one of the most important satisfaction drivers. As argued by Campbell (2024) with their empirical findings based on extensive data on the UK labour force also report that employees who are engaged in hybrid work become more productive (74%) and motivated (76%). Further the positive views showcase there us an increased levels of happiness, improved mental health and lower burnout rates than those who work full-time physically on-site. The well-being benefits are especially topical in the service-oriented professions with emotional labour and intellectual intensity as flexibility allows the employees to handle personal and professional-level needs better.
Flexibility is not the only factor of job satisfaction as affirmed by Urrila et al. (2025) envisioning that the sense of belonging is another critical mediating variable in hybrid work environments. According to their finding, autonomy strengthens satisfaction but the lower levels of social interaction may undermine organisational identification unless efforts are made to counter it. Workers when interact with their own team members and hierarchy directly face to face in a remote working setting occasionally enlisted higher levels of satisfaction compared to those who worked mostly remotely. Such a paradigm emphasises the importance of relation and job satisfaction in the hybrid approach. The quality of communication also separates the outcomes of satisfaction. As Limniou et al. (2025) elaborated that job satisfaction among remote and hybrid workers in the UK is very critical at the time of drawing effective team communication and that these effects depend on personality traits like extraversion. The employees who had a good structure of communication and good team dynamics noted that they felt more satisfied compared to those who had disjointed or wholly digital communication which made them feel isolated and also disengaged. This implies that the satisfaction of hybrid work depends on the mode of organising work and the provision of necessary support instead of arrangements of working.
It is also evident that 72% of the employees in the service sector who have been working either at home or in hybrid work arrangements expressed their high ended satisfaction with their job, citing flexibility and wellbeing as the main key factors (Wifitalents, 2025). The same report, however, observes that almost a third of the respondent employees raise concerns about low team cohesion, which implies that a tension between individual and collective occurrences continues to exist. All in all, the results indicate that both hybrid and remote working increase job satisfaction in cases when flexibility is supplemented with purposeful social and communicative arrangements. The balance of autonomy, well-being and belonging is what provides job satisfaction in the UK service industry.
[bookmark: _heading=h.h6e94gmmmdi4]4.3.3 Theme 3: Organisational Support, Structural Inequalities and Access to Hybrid Working in the UK Service Sector 
The role of organisational support in defining the effectiveness of the hybrid system of working, as well as its equity, is a decisive factor in the UK service sector. Although the concept of hybrid work is often portrayed as an all-encompassing advantageous trend, the available evidence shows that its effectiveness largely relies on the approaches to leadership, organisational design and policy structure. According to CIPD (2025), 1.1 million employees (younger ones) left their jobs for the lack of access to flexible working conditions, emphasising how important it is for the new line of workforce. Further, organisations that have well-defined hybrid working strategies, have good line management, and have invested in digital technologies are far more probable to maintain positive employee results, such as engagement and wellbeing. Conversely, a lack of consistency at the managerial level, as well as ambiguous expectations, destroys the trust of employees and establishes disproportional team experiences. One of the enablers of hybrid work is leadership and management practices. According to the House of Lords (2024) investigation, hybrid and remote working is mostly common in the new normal especially for higher income brands, specifically 45% work hybridly and 24% work remotely in organisations paying £50000 or above. It indicates an inequality of opportunity or situations are causing a differentiation. Further, the emphasis of the report suggests, companies that performed supervision based on presenters found it difficult to adjust to the flexible working system because they tended to go back to over-observing or forcing employees to come to the office even when it was not necessary. These practices have been discovered to nullify employee autonomy and undermine trust especially in service sector jobs where the outputs are less visible.
It is not all individuals who enjoy equal access to hybrid working as found in other sources also. According to Partridge (2025a), low-skilled and low-paid professionals (those who earn less than £20000) still cannot access hybrid working and the count is 8% of the total number. British employees are considered to work on hybrid jobs to the extent of a quarter, although the opportunities of hybrid jobs are placed in professional jobs and jobs with higher skills. The assumption underlying this organisational divide is that labour inequalities are more likely to be perpetuated by organisational hybrid work support than alleviated. The greater economic impact of this one-sided access is also emphasised by Partridge (2025b) who explains that the post-COVID-19 home working has failed to bring the UK economy closer to a more even distribution, emphasising that 52% of workers never experienced it. Employees in senior or knowledge based service jobs enjoy the flexibility and reduced commuting costs and the improved work-life balance when compared to an employee in a customer facing or low-skill job in service, has fewer career promotion opportunities. 
The finding indicates that the expectations that inclusive working with hybrid working should be advanced automatically may not be true despite the significance of organisational decisions in access. Regarding the organisational factors, Arbanas et al. (2023) indicate that employees are increasingly requiring a flexible hybrid style, and its components of flexibility and having meaningful face-to-face interactions. However, the report also states that organisations do not always possess their own strategies that would contribute to maintaining such a balance thereby producing poor employee experiences. In the area organisations fail to consult or change the workplace culture, hybrid working poses a dissatisfaction rather than support to the workers. Overall, the findings show that not only is organisational support a situational phenomenon but also a structural predetermined of the hybrid work outcomes. However, the hybrid that is in operation in the service industry of the UK works only when underpinned by the constituents of inclusive policies, leadership, and equal access. It provides a direct response to the research questions because it shows that institutional decisions and organisational structure are significant mediating variables of the connection between hybrid working, experience of employees and broader labour market outcomes.
[bookmark: _heading=h.thhpp1wvyljg]4.4 Summary
This chapter has provided the most important findings after the thematic analysis of secondary data on remote and hybrid working in the UK service industry. The former theme proved that the productivity outcomes are contingent, and hybrid models facilitate the effectiveness during the alignment with the task design, autonomy and organisational capability. The second theme has indicated that flexible working tends to improve job satisfaction and wellbeing, especially through a better work-life balance and autonomy, with dangers of belonging and communication nonetheless. The third theme disclosed that organisational backing, leadership practices and policy transference are extremely important in establishing effectiveness and fairness of hybrid working practices and that there is a significant disparity in access to hybrid working practices among occupational groups. These findings together underline the idea that organisational and structural influences are the factors which determine outcomes of hybrid working as opposed to flexibility. This is further developed in the following chapter, which criticises the findings with respect to the pertinent theoretical frameworks and literature.


[bookmark: _heading=h.9bf6hg5rivns]Chapter 5: Discussion 
[bookmark: _heading=h.9htacfd9fw3g]5.1 Introduction
Employee productivity and work satisfaction have always been in the lens of investigation as it determines how organisations perform or meet their goals. However, the modern work settings have embraced new trends including remote and hybrid work models. This chapter is a critical discussion of the findings in Chapter 4 since it relates them to the theoretical framework and empirical literature reviewed in Chapter 2. The conversation is informed mainly by the Job Demands-Resources (JD-R) model and Social Exchange Theory (SET) that collectively give explanatory insight to the role of remote and hybrid working processes within the UK service industry in terms of employee productivity and job satisfaction. Instead of merely summarising the findings, this chapter analyses the findings by looking at the interaction of the job demands, job resources and organisational support on the outcomes of employees given the flexible working conditions.
[bookmark: _heading=h.dj0nvcz3cnnj]5.2 Discussion 
The first research question is associated with an emphasis of how remorse and hybrid working models influence productivity of employees of the UK service sector and factors responsible for moderating this relationship. As demonstrated in the literature review chapter by Williams and Shaw (2025), workers doing hybrid work or remote work are capable of balancing both office work and personal tasks simultaneously. Following that, chapter 4 has shown that key characteristics of the hybrid and remote working setting prevalent in the industry. As found in section 4.4.1, the UK service sector is practised significantly for several reasons. Firstly, Toscano et al. (2025) illustrated that working from home or remote working gives opportunities to employees to improve their efficiency as well as the capability to solve complex issues with ease, for having a holistic environment of working with their own comfort. This is because the workers associated with the service industry, while working, encounter fewer interruptions from the external influencers. It establishes a strong relation with the literature that office environments often lead to distractions, either from associated noises or an uncomfortable setting for workers to complete their tasks with high accuracy and efficiency. 
These claims are critically true for organisations associated with the service sector of the UK. A report by CIPD found that the previous chapter section 4.4.1 indicates 71% workers are familiar with or practice hybrid or remote working. The evaluated outcome of the study also signifies that the setting of flexible work practices give strategic opportunities to improve their productivity. It has also been found that mostly among IT (information technology), financial sector workers and professional services have a notion to prefer hybrid or remote work settings. The sole reason for them to adopt the hybrid and remote work setting or prefer in their work culture includes some key areas like demand for autonomy, communication issues and high performance demands. It has been previously indicated that the workers from the service sector of the UK are getting dependent on a work environment where they get complete comfort like home, unlike any other place they can think of. An office setting is more formal and adherent to rules with restricted actions. Other reasons for them to prefer these aspects include their difficulties or lack of interest in commuting to the office locations on a daily basis, saving them both time and effort to contribute more to their professional practices. The findings indicate that remote as well as hybrid work are facilitators of productivity aided by the availability of sufficient organisational resources. The productivity optimisation is diminished in the location where faulty communication or even backlogs of digitalisation increase due to the delays of communications. Supporting this, Bloom et al. (2024) illustrated that balance between the requirements and abilities is the factor that defines the performance results, rather than the location of work, establishing strong link between the literature and the findings. 
It is true that organisations of the UK associated with the service sector, including remote and hybrid work settings, as found from the analysis, while there are worries like keeping the productivity and performance aligned, as emphasised in section 4.4.1. Additionally, the management of collaboration is also a complexity for the organisations associated with such a practice. The literature review also affirms these areas by covering some studies on hybrid work practices and their effectiveness in employee productivity. As seen in Section 2.2, Maity and Lee (2025) envisioned that organisational practices are now presently institutionalised with effective structure of remote work. Van Zyl et al. (2025) further argued that increased engagement of workers with the use of digital tools helps organisations to develop infrastructure, influencing remorse working culture to harness better connectivity and meet constantly changing expectations of employees. Added to this digital overload has been a challenge with some firms which is clarified as SMEs lacking infrastructure to foster such practices. JD-R model emphasised that work engagement and its associated settings must be addressed by considering the environment employees are associated with. Emergence of extensive work pressure, demand for high accuracy, requirement of high employee engagement and others require a setting where workers can be flexible with their work culture. This leads organisations especially in the service sector of the UK to offer a hybrid work culture to ensure greater and more effective work engagement. Both the JD-R model and the Social Exchange Theory can further be used to elucidate the relationship between remote work and hybrid work and job satisfaction. As per the JD-R model, autonomy and flexibility as job resources promote motivation and psychological forerunner which leads to enhancing job satisfaction. Further, the results also show that when these resources lack the definition of roles and workable loads, they may cause burnout and stress which demonstrates the excessive job demands. The Social Exchange Theory supplements this reasoning and postulates that employees will entail more engagement and satisfaction in exchange of perceived organisational support. In organisations where wellbeing programmes, digital support and communication between leaders were invested in, employees there are emotionally bonded and satisfied, which supported the two-way connection between employment relationships. 
The second question is dedicated to check the extent of impact rendered on autonomy, workload, communication quality and digital resources of employees in the UK service sector by hybrid or remote working, especially linking with the job satisfaction. In literature chapter, the JD-R framework emphasise that the productivity of the employees is limited when work demands are minimised, in contrast to job resources like autonomy, flexibility, and access to digital tools. These are intended to be covered for their critical links to productivity and job satisfaction. The second theme comprehended from the NVivo analysis sheds some critical points in this regard. In section 4.4.2 it has been emphasised that the UK companies associated with the service sector accommodate remote work culture to make employees feel comfortable with their work settings. In this case, major importance is given to the areas of psychological wellbeing, work life balance and autonomy. It is true that hybrid or remote work culture and flexibilities emerging from these settings not only assure satisfaction of workers with their associated environment but also help employees sharpen their performance. Bloom et al. (2024) give emphasis, are mentioning hybrid working improves performance and satisfaction of workers, which is supportive evidence in this regard. A top necessity for workers to stay motivated is getting constant guidance and feedback shared from supervisors. Even for the case of workers associated with the UK service sector industry, remote working or hybrid working necessitates management to incorporate several digital channels which allow them to track the performance of workers. Thereby, it becomes possible for leaders to share feedback regarding the performance of workers. It allows them to track their performance, in addition to evaluating the problems. Campbell (2024) in section 4.4.2 also indicated that the UK labour force associated with a hybrid work culture finds themselves in a situation where they find better options to communicate views with teams, capable of tracking performance and accommodating better performance to meet organisational goals. Eventually, it allows them to be satisfied with their own performance and motivated. Additionally, it enhances their scope to stay engaged and productive for long term with service sector firms in the UK. 
There are many benefits of including remote and hybrid work settings for service sector workers which in the UK has been emphasised with evidence from several sources in the findings. As revealed by Urrila et al. (2025) sense of belonging, apart from flexibility, increases the engagement and productivity of workers. This becomes possible when superiors share their views on the performance of workers associated with the operational environment. This is leading to the major benefits of workers staying engaged with their hierarchy, understanding the need they wish to convey, alongside keeping them recorded through the portal they use at the time of conducting remote work. Offering employees complete comfort to do tasks as per their convenience increases dedication among workers to keep productivity up and running with reduced supervision or constant forcing through the formal structure of an office as found in general. It also becomes possible for organisations associated with the service sector of the UK to improve communications using digital tools in remote working. Considering its importance, Limniou et al. (2025) stated that at the time of team communication, the importance of job satisfaction is unspeakably crucial as satisfied workers bring a positive mindset, ensuring organisational goals are met efficiently. Evidence reflects the same, indicating the workers have better communication and team dynamics which is often possible with a remote and hybrid work setting, comprehending various layers of hierarchy easily connected, and rendering scope of high productivity as well as satisfaction. Statistical evaluations covered in section 4.2.2 indicate 72% of the employees associated with the service sector encountering opportunities to work remotely, have experienced a high level of satisfaction with the flexibility and autonomy offered by the service sector organisations in the UK (Wifitalents, 2025). These evaluated facts are also supported by the literature covered earlier. In section 2.3 of the literature the similar views have also been extended by Sundermeyer (2025), indicating the possibilities of the organisations accounting for a high level of employee satisfaction at the time they are offered autonomy of work through remote or hybrid work settings. Apart from autonomy, the literary evidence also focused on the area of communication with a hundred working. As remote and hybrid working arrangements necessitate organisations to deal with robust communication through digital channels, an increased level of interaction as per Makikangas et al. (2022) improves performance, credit and mitigation among the existing workforce. These literary analyses support the key findings that the UK service sector firms improve employee morale and job satisfaction, thus reducing the scope of employee turnover. Emphasising the views presented by the JD-R model, apart from the self-motivation and dedication for work among workers, organisations offer effective guidance, holistic leadership, and proper tools and technology to increase the engagement of workers. These are contributory in leveraging the scope of high level of employee satisfaction, causing them to stay engaged and productive to meet the goals of service sector firms of the UK. On the contrary, counter views are also presented in this domain which has been cohesions among teams and conflicts in decision making with extended discussions. This is supported with evidence from the studies of Alkhayyal and Bajaba (2024) who highlighted the importance of setting proper infrastructure for motivating and satisfying workers in remote work settings. Otherwise, its proper execution with efficiency can be accommodated for the long term. In this way the aspects set by the second question have been addressed through findings and critical link with the literature and theories. 
The third question emphasised the importance of support mechanism to deal with the challenges of remote and hybrid working aside from support mechanism to overcome those issues. As emphasised in the literature review chapter by Costin et al. (2023) remote work often leads to increased hours, presumption of constant access, and inability to switch off. It can be evaluated by covering the complexities accounted for by the service sector companies in the UK. The analysis showcased in 4.4.3 indicates that remote or hybrid working is effective only when organisations develop their design and policy as per employee needs and accountability. Reports as found from the CIPD (2025) as shown in the section indicate that hybrid working is effective when efficient line management and technology inclusion take place for the engagement of workers. The reason is quite clear, absence of proper leadership to guide workers stay motivated, engaged and productive with the new work setting unlike traditional methods may cause productivity losses. Again, absence of adequate tools to offer the workers proper environment for showcasing skills or communicating with hierarchy degrade the standard of performance, making them feel demotivated and feel lost in certain cases. It is also counterproductive in the case of team working especially when cross departmental operations have been taking place. Big projects and affluent firms accounting remote working or hybrid working facilities for employees lead to benefits but companies with limited resources stay at the backfoot in this regard. These companies fail to compete with big players in this domain; thus a technology acceptance gap can be perceived among different groups of service sector firms within the UK. 
There are also illustrations and links from the NVivo analysis in the findings section signifying that skill gap is also a major blockage on the path of addressing remote and hybrid work. As found by Partridge (2025a) in section 4.2.3 indicate professionals lacking skills or those receiving low wages in the service sector face difficulty to keep up changing infrastructure of the service sector of the UK. Their absence of knowledge to use digital tools, reporting and other processes lead to significant drawbacks and process gaps in accounting the continuation of holistic operations of the services. However, high paying jobs in most of the cases accounted for significant flexibility with remote and hybrid working causing them significantly less necessity to visit offices physically, reducing effort for commutation. 
Again jobs like customer services or other low skill jobs require workers to daily commute to physical offices to address their works from there. Thus benefits from remote working are not accessible for these workers impacting their differential position with work-life, work experiences and others. It eventually results in frustration, dissatisfaction and conflicts among these groups, causing them frequently to change their position or account for frictional unemployment. Further, Arbanas et al. (2025) indicated that modern workforce has become very demanding for flexibility in their work culture, leading service sector firms to take decisions of offering such facilities. On the contrary, small firms even after accounting resources, lack proper planning as per their requirement to address a remote working infrastructure face challenges. These challenges may include poor management of employee communication, absence of directiveness of leaders, lack of training for workers to address the systems of hybrid or remote working or absence of supportive tools to ensure services run smoothly. This evaluation has also been supported by the literature in section 2.4 where Roy et al. (2025) showcased that organisational support offered by supervisors to accommodate holistic setting for remote working can lead to job satisfaction and work life balance. However, Elufioye et al. (2024) rendered importance on a critical parameter which deals with employee wellbeing. Unless workers feel mentally and physically balanced and supported with the new infrastructure of remote or hybrid working, the processes with these measures fail to account for their fullest potential. It is therefore the responsibility of organisations associated with the service sector of the UK to include employee wellbeing programmes which can lead to potential benefits to lead to productivity and balanced outcomes. There is a good chance that employees can feel demotivated, isolated and other complex psychological issues, causing them to have issues in meeting their organisational goals or address objectives. Therefore, departments allowing them to overcome these issues can offer strategic benefits. Muhammed and Zaim (2020) further added that leaders by sharing their knowledge and experience with the remote workers can set examples to keep them engaged and motivated. In this way, the workers associated with remote and hybrid working can also reduce the distance from their leaders and share their views flexibility through the digital channels, allowing more accuracy and accountability. Critical argument presented by Ogbu et al. (2024) in section 2.4 Significant organisational culture matters a little when it comes to acceptability and effective implementation of digital instruments or tools needed for remote or hybrid work. A strong culture ensures employees stay flexible and dedicated to address changes as per the shift of organisational policies or external influencers. These results are highly competitive to the premises of the Social Exchange Theory that employees would respond favourably to organisations showing consideration, equity, and interest in their well-being. The data indicate that organisational support (leadership access, training, communication system, and digital infrastructure) is another crucial exchange system that determines the attitude and behaviour of employees. Workers who felt more supported in remote or hybrid environment were more encouraged to be more committed, satisfied and their productivity was maintained. This confirms previous studies of Ajobi et al. (2025) asserted that organisational support is not just a situational element, but a key factor that positively influences the results of any flexible working.  Considering this analysis, clarity on the issues emerging from remote and hybrid working paradigm influencing job performance and productivity of workers in the service sector of the UK have been critically illustrated. Thus, the third question have been critically evaluated through these findings and linked with the literature analysis.
[bookmark: _heading=h.forq64sromvw]5.3 Summary 
[bookmark: _heading=h.2uojmrlp2gp6]Information is aligned with the subjective context from the secondary resources as illustrated in the findings chapter and information linked to these covered in the literature chapter strategically in this part of the study. The chapter addressed each objective in the beginning and illustrated key evolutional factors intended to be covered through themes. Thereby, information covered linked to the literature have been analysed to check if the gaps identified earlier and targeted to be mitigated have been strategically addressed or not. Information collected showcased remote and hybrid works becoming popular in the new normal, offering the service sector of the UK scalability aside offering flexibility and autonomy to employees. This has allowed them to have job satisfaction and increase their engagement with the operations. However, organisational environment, resource accountability, effective leadership, proper training and others play key roles in assuring productivity to be sustained. 

[bookmark: _heading=h.t715w2dydekk]Chapter 6: Conclusion and Recommendations
[bookmark: _heading=h.8t02102k6nvh]6.1 Introduction
This chapter of the study is dedicated to synthesising the findings and discussion to address the general goals of the research which was to investigate the influence of the remote and hybrid work culture on the productivity and job satisfaction focusing on the UK service sector employees. The study followed a qualitative secondary research design by using thematic analysis as the means of the systematic review and interpretation of evidence provided by academic literature, policy documents, and industry reports published in the post-COVID period.
Based on the results contained in Chapter 4 and the critical review in Chapter 5, this conclusive chapter has attempted to bring together the main conclusions gained during the analysis in an attempt to bring out a consistent comprehension of the working mechanism of flexible work arrangements and in what circumstances they work best. The chapter will initially provide a summary of the key findings in regards to productivity, job satisfaction and organisational support. It goes on to present the theoretical input of the study, and finally, practical advice to HR managers in the UK service industry. Lastly, the chapter recognises the constraints of the study in the changing world on remote and hybrid work and provides research orientation on future studies.
[bookmark: _heading=h.fughabpbkrhg]6.2 Summary of Key Findings
Variability of information and triangulation of data presented through the critical evaluation in the earlier chapter helped to derive some concluding statements to answer the research questions of this study. This section is dedicated to emphasising those areas focusing on the goals and areas to be investigated for addressing holistic evaluation of the major aspects required to be investigated.
Remote and Hybrid Work Effect on Productivity
The results show that remote and hybrid work arrangements do not worsen or enhance the productivity of UK service sector companies, especially in jobs that are knowledge-based and digitalised. When facilitated by proper digital infrastructure and successful administration, hybrid frameworks of working were regularly related to maintaining task execution, higher productivity, and, in certain instances, higher creativity. Further, the results also show that productivity is contingent but not automatic. The success of flexible work systems is determined by the type of work involved where professional, analytical and autonomous positions are likely to gain an advantage over time over customer facing positions and time-sensitive service positions.
Moreover, the evaluation indicated that conflicts between perceived productivity and real performance create difficulties in meeting expectations. Although self-analysis for the identification of flaws majorly encountered in the case of remote working increases productivity in many studies, it was also shown that there were some challenges in the areas of collaboration, communication latency, and an imperfect exchange of informal knowledge within remote environments. Added to this, the results indicate that hybrid work can facilitate productivity in the services industry of the UK, provided that roles are consistent with it and that the services are digitally prepared and that coordination with managers is in place.
Job Satisfaction, Wellbeing and Employee Experience
Another factor drawn from this evaluation is a positive correlation between remote and hybrid work and the job satisfaction of socially oriented employees. Increasing demands for autonomy and flexibility were mentioned as a major contributor to the rise in the level of satisfaction as they allowed employees to have better control over work-life balance, commuting stress and have more control in how and when the work is done. These advantages were especially pronounced in the case of employees who enjoyed enough autonomy and the organisational cultures which supported them.
There are also some differentiated viewpoints presented with the evaluation offered by remote and hybrid working primarily relating to flexibility in doing jobs. The long working hours, the lack of clarity between work and personal life and the requirement of being constantly digitally available were often linked to stress, exhaustion and burnout. Digital overload and role ambiguity were other contributors to wellbeing, in which communication practices could not be explained or controlled effectively. The quality of communication and management of boundaries thus became the critical conditions to retain job satisfaction in the remote and hybrid environments. The results show that flexibility is not enough, and there should be supporting structures to ensure the benefits of remote work on well-being do not neutralise with its result as a growing psychological burden.
Structural Inequalities and Organisational Support
The third theme of the analysis underlines the cardinality of organisational support in influencing the outcome of productivity and job satisfaction. The moderating activity of remote work and hybrid work arrangements was revealed to be under the support of leadership, well-defined policies dealing with hybrid work, availability of digital tools, and regular communication practices. The worker who felt that there was high organisational support indicated more positive experiences, improved engagement, and increased trust in employers.
Further, the results indicate that there are major structural disabilities in the provision of hybrid employment in the service sector in the UK. The opportunities in hybrid and remote jobs were disproportionate in terms of position, skills and size of the organisation. Disproportionate distribution of opportunity of remote working for low lying workforces associated with the service sector are majorly at risk of this flexibility offered by remote working, generally for high paying workforce. This created disparities between employee experiences and brought forth the issue of fairness and inclusion. Altogether, the findings prove that organisational support is not merely performance enabling factor but the essential factor to guarantee equality and equitable results of the flexible work model.
[bookmark: _heading=h.jl8ymvo6m7cg]6.3 Theoretical Contributions
Contribution to the Job Demands–Resources (JD-R) Model
JD-R model indicated remote and hybrid working needs to harness resources including technology, leadership support and a holistic environment of working. However, the analysis reveals that digital overload, persistent connectivity and work-life boundaries are modern complex challenges of remote or hybrid work arrangements. They can lead to negative outcomes in wellbeing and productivity when they are not addressed or managed properly. Simultaneously, autonomy, high-quality communication and organisational support were found to be highly important job resources that buffer against such demands and enhance productivity as well as job satisfaction.
Using JD-R as a conceptual model within the context of hybrid work in the UK service industry, the study puts the framework in the perspective of contemporary, technology-mediated workplaces. It emphasises changing demands and resources in the working arrangement under flexible working conditions and the necessity to transform the classic models in accordance with digital and spatial shifts of work design.
Contribution to Social Exchange Theory (SET)
The focus of this study has also been polished with a critical implementation of the Social Exchange Theory that helped to illustrate the way flexible work arrangements are a measure of exchange of facilities between workers and operations. It has been proven from the evaluation that organisational support can help in drawing accountability for the development of employee trust, commitment and engagement in remote and hybrid environments. Employees tend to repay the organisations with long-term effort and positive attitude when organisations give flexibility in these approaches, accompanied by expectations, support, and recognition.
Analytical grounds emphasise that favourable hybrid work performance depends on reciprocity as opposed to flexibility. In the absence of proper accountability to develop an environment for flexible work arrangements with hybrid or remote working, it weakens social exchange relationships and deters employee performance. In general, the analysis contributes to the theoretical knowledge on flexible work as it is a combination of JD-R and SET lenses that describe why structural conditions, support perceptions, and reciprocity engage to determine productivity and job satisfaction in the post-pandemic workplace.
[bookmark: _heading=h.xj21rcysezxv]6.4 Practical Recommendations for HR Managers
Recommendations 1: Design Structured Hybrid Work Policies
HR managers ought to come up with well-laid hybrid work policies that define expectations of the roles, working patterns, and accountability procedures. As the findings suggest, increased productivity and job satisfaction are achieved when the employees have clarity in relation to the appropriate time when remote work is allowed and the way to evaluate performance. Representative hybrid schedules, fixed in-office schedules or role-specific flexibility can help in minimising coordination issues and ambiguity (Cheung, 2024). Additionally, results should be at the forefront of performance measurements as opposed to the disengagement notion of workers, contribution based on the outputs and the quality of service delivery but not focusing on their visible nature.
Recommendation 2: Strengthen Digital Infrastructure and Capability
Stable electronic infrastructure is very critical for comprehending holistic productivity in hybrid workplaces. HR managers ought to work with IT functions in ensuring that there is consistent access to secure user friendly technologies that facilitate communication and collaboration (Vahdat, 2022). The introduction of training programmes is necessary to improve employees’ ability to utilise online tools to work in a virtual team and share knowledge. Meanwhile, HR rules must take care of the digital overload through a realistic expectation level in terms of responsiveness and minimisation of unnecessary virtual meetings that will result in loss of productivity and employee burnout.
Recommendation 3: Support Employee Wellbeing and Work-Life Boundaries
Assuring workers engaged in the service sector industry which is often very overburdened with tasks at the modern times in the UK, must be given an ethical work culture, including care and well-being initiatives, enlisted for them. The right-to-disconnect principles is very critical for modern workforce in the present time, in order to keep a balance of work and personal life for employees (Hopkins, 2024). Management responsible for controlling a hybrid leadership must have proper training because line managers will be expected to monitor workloads, identify potential burnout symptoms as well as have frequent and supportive communication. Moreover, the availability of mental health and well-being programmes and initiatives should be part of hybrid work as opposed to isolated interventions.
Recommendation 4: Publicise Hybrid Work Accessibility
The HR managers should also address inequality properly considering the globalised cultural values in a hybrid work setting, particularly between knowledge-driven and frontline service occupations. There are other measures like compressed hours, altered shifts, or predictability must be offered to workers when the option of full remote working is not possible (Katsabian and Davidov, 2023). It is very critical to harness a clarity in instructions associated with paradigm of hybrid work arrangements. This can also help in ensuring trust and a good relationship among the different layers of workforce allowing them to enjoy a fair and ethical culture.
[bookmark: _heading=h.4j1vhlv87yeg]6.5 Limitations of the Study
This study is vulnerable to a number of limitations which must be recognised even though it is contributing. Firstly the study was completely based on secondary data and the views of employees having experience with remote or hybrid working scenarios were not directly included in the analysis. Consequently, this will make the results reliant on the prior interpretations and reported experiences in the reviewed literature, and this might limit the level of context.
Following that, it had only covered the service sector in the UK. Although this offered a narrow and pertinent background, it limits the generalisation of the results to other industries or countries that have various labour markets, regulation systems, or cultural standards. Additionally, the methodological approach attached great importance to qualitative and self-reported productivity and job satisfaction. These measures are subject to bias and do not necessarily represent objective results of performance. Moreover, the literature at hand might be biased towards publication as studies which report a positive effect of hybrid work have a higher chance of getting published. Lastly, several of the reviewed studies were carried out during the post-pandemic period, and this could be indicative of transitional or adaptive status and not necessarily long-term and stable work practices. These shortcomings are evidence of the methodological choices and not shortcomings of the research empirical evidence and identify the possibilities of future research.
[bookmark: _heading=h.1auhbdeyqj4s]6.6 Scope for Future Research
Subsequent to the findings and shortcomings of this research, various prospects of future study are put forward. In order to begin with, primary empirical data work with interviews or surveys conducted with employees in the service sector in the United Kingdom would yield a more comprehensive picture of the living experiences of remote and hybrid work, especially in the various occupational categories and levels. This secondary analysis could be used to support and generalise other studies in such research.
Further longitudinal research is required to investigate productivity, wellbeing, and job satisfaction sustainability in hybrid work arrangements after some time. This would enable the researchers to determine whether the perceived positive outcomes are continued as the hybrid type of work becomes systemic within organisations. Again, cross-sector and cross international comparison, including comparisons between the UK and other European service economies, would add to the current knowledge on the relationship between institutional and cultural factors and the outcomes of flexible work. The mixed-method design would also be an appropriate option in the case of future research where the objective is to measure productivity. Finally, an equity based research is required that would evaluate the accessibility of hybrid work in occupational and socioeconomic sections of a society including in the UK.
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temporal (how practices develop and are improved over time) (sandberg & Tsoukas, 2015).
We apply these theories to Palvain et af's (2015) and Palvalin's (2017) "Ways of Working” tool as a way to
Structure our investigation and research instruments (see Figure 5). Palvalin et al (2015) express that new. < o
ways of working (such as hybrid modalites) “deal with the application of non-traditional and flexible work = El
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The COVID-19 pandemic severely disrupted the global economic, political, and
organizational landscape. As the virus spread globally, it caused significant loss of
Tif and put heavy pressure on healhcare systems. In response, govemmens enforce.
stringent lockdowns and curfews (Sicbold et al. 2023; Ibidunni et a. 2022; Worl-
dometer 2024). These containment actions caused widespread business interruption
sectors such as tourism, aviation, and hospitality management were among the worst
alfected (Gossling et al. 2020). In response, many businesses adopted remote work
practices due 10 the necessity worldwide lockdown, which led 10 a sudden increase.
in flexible work arrangements (FWA). Over time, these arrangements evolved from
contingenecy responses (0 structural features of the modern workplace environmens.

With limited digital infrastructure, lean financial resources, and often informal man-
agement structures, many SVIES initially struggled to transition o remote or hybrid
work environments (Appel-Meulenbroek et al. 2022; Cepel et al. 2020). However,

other large organizations or business changed thir work setup in quick adaplation
through innovative practices, digital adoption (Liu 2023). The importance of SMEs
in national and global economies cannot be ignored. In the Association of Southeast
Asian Nations (ASEAN) region, SMEs account for 99% of business enterprises, over
90% of employmen, and almost 60% of Gross Domesti Product (GDP) (Donbesuur
etal. 2023). Globally, SMEs contribute more than half of GDP in Organization for
Economic Co-operation and Development countrics,especially in the service scctor
(EY 2019). Thei ability to maintin productivity in bybrid work modes has implica-
tions not only for business continuity but also for broader economic resilience and
inclusive growth.
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flexible working arrangements, but a quarter believe senior employees are more:
Hikely to work flexibly than more junior staf. Employees also poit to an unmet
‘demand for certain types of lexible working. A continued focus s also needed on
flexiilty for those in frontline and non-remole roles - around three in five say
they provide some kind of flexibilty to this group, with flexibility in scheduling
shifts and fleibiliy in start and fnish times most frequently provided

Around a ifth say their organisations are rmore ikely to grant flexble working
requests,following the Employment Relations (Rexile Working] Act 2023 and
the day one rght to request flexble working. Employers are also more likely

t0 say the legisiation has had a positive rather than negative impact for both

their employees and thei organisation. If the legislation is strengthened in the
‘Employment Righs Bill, more than a third also expect an increase in the number
of flexible working requests their organisation accepts.

You can find background information on the surveys on page 31
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