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Title: The Effect of Remote and Hybrid Work Models on Employee Productivity and Job Satisfaction: A Study of the UK Service Sector
[bookmark: _Toc213954498]1. Introduction
The post-COVID-19 environment has seen the reorganisation of organisational practises in the UK service industry to the greatest extent due to the widespread use of remote and hybrid forms of work. These are no longer emergency working arrangements to be adopted in the short term but rather long term operation strategy that defines organisational culture, employee expectations, and workforce management systems. The outcome of this systemic change can be demonstrated by the output of Chartered Institute of Personnel and Development that demonstrates that 74% of organisations in the UK are currently being led in a hybrid format (CIPD, 2024a). This is a high rate of adoption and in one way reflects the changing preferences of the employees but also the way the society and technological changes are also changing the modern day working environments.
The transition to the flexible work models has a number of benefits among them are enhanced autonomy, less commuting stress, efficiency, and work-life balance. These advantages have made most organisations retain or increase the number of hybrid structures. Nevertheless, studies have also pointed out the new difficulties related to working in hybrids like digital overload, decreased team cohesion, poor collaboration, and communication failures (Mutebi and Hobbs, 2022a). These issues highlight the fact that hybrid work is a complicated organisational phenomenon with multiple-dimensional connotations and is not a necessarily beneficial change.
Even though flexible working has been a trending debate amongst scholars and practitioners, empirical evidence regarding the long term consequences of flexible working is rather inconclusive. Most of the evidence that is available belongs to the pandemic era and is a response to short-term adaptation instead of a long-term goal-oriented hybrid system. Moreover, the productivity and job satisfaction outcomes differ considerably in sectors, and the UK service industry is fraught with a wide range of roles, substantial employee-customer contact, and a high degree of interdependence with digital systems, which explains why the specified issue lacks a similar volume of academic interest (Mutebi and Hobbs, 2022b). This gap in evidence on sectors limits organisational knowledge on the impact of hybrid work model on employee performance.
The proposal is the qualitative and systematic investigation of the impact that remote and hybrid work models have on productivity and job satisfaction in the UK service sector. The synthesis of the secondary literature based on the existing theoretical frameworks, i.e., the Job Demands Resources (JD-R) model, the Social Exchange Theory and the Two-Factor Model created by Herzberg, will help the study to produce a more detailed and connected perspective of the organisational, psychological, and relational aspects of employee experiences in flexible work environments. Through this, the study is aimed at offering theoretically informed and practically applicable information that can be used in evidence-based HR decision-making and sustainable adoption of hybrid work arrangements.
[bookmark: _Toc213954499]2. Research Aim and Objectives
[bookmark: _Toc213954500]2.1 Aim
To examine how remote and hybrid work models influence employee productivity and job satisfaction in the UK service sector using secondary qualitative evidence.
[bookmark: _Toc213954501]2.2 Objectives
1. To identify the key productivity-related outcomes associated with hybrid and remote work models in the UK service industry.
2. To evaluate how autonomy, workload, communication, and digital resources influence job satisfaction in flexible work environments.
3. To assess how organisational support mechanisms, including leadership, technology and organisational culture, moderate outcomes for productivity and job satisfaction.
4. To synthesise research-based recommendations for HR managers to balance productivity and employee well-being under hybrid and remote working arrangements.
[bookmark: _Toc213954502]2.3 Research Questions
1. What productivity-related outcomes of hybrid and remote work models are reported in UK service-sector studies?
2. How do autonomy, workload, communication, and digital resources influence job satisfaction in remote and hybrid settings?
3. How do organisational support factors moderate the relationship between work models, productivity, and job satisfaction?
[bookmark: _Toc213954503]3. Research Gap
Although the topic of flexible work arrangements is widely discussed in academic circles, there are still some critical gaps. To start with, a significant percentage of the current literature focuses on pandemic-induced remote working and not on hybrid work that is a deliberate strategy of the overall organisational planning. This means that the long-term implications of hybrid working are still poorly comprehended. Mutebi and Hobbs (2022b) also point out that most research does not differentiate between temporary adaptive reactions and long-term structural effects, thus it is challenging to determine the long-term effect of hybrid work.
Second, a large percentage of the research is done outside of the UK or outside of the service sector which decreases its relevance to context. The UK service industry possesses unique attributes such as high customer interaction, digital dependence and job roles diversity that could affect the way hybrid work affects productivity and satisfaction. Third, the outcome of job satisfaction in flexible work environment depends on the demographic and situational factors. In case of an example, in female workers, the job satisfaction is stronger with autonomy, but not with male workers (Bham, 2025), which proves the complexity of employee experience and the necessity of more detailed investigation.
In addition, even though recent results in the UK show that hybrid workers are more likely to report themselves as more satisfied with their job and perceive a greater level of productiveness (Campbell, 2024), these assertions may be unsupported by theoretical and long-term empirical evidence. According to CIPD (2024b), such relations between hybrid work, performance, and well-being remain poorly developed in scholarly literature. There is a lack of research that examines the interaction between leadership and organisational culture, and digital infrastructure and relational dynamics that can affect employee outcomes. This dissertation will aim to fill these gaps by integrating the latest evidence that specifically looks at the UK service sector by use of solid theoretical constructs.
[bookmark: _Toc213954504]4. Theoretical Framework and Literature Review
This study integrates three well-established theoretical models to understand the multifaceted effects of hybrid and remote work on employee outcomes.
[bookmark: _Toc213954505]4.1 Job Demands–Resources (JD-R) Model
The JD-R model confirms that the result of the employees is determined by the balance between job demands and job resources. The demands of the job tend to rise in hybrid environments because of digital overload, extended work-family and heightened self-regulation demands. On the other hand, job resources, including autonomy, flexibility and less commuting can increase motivation and job satisfaction (Maity and Lee, 2025). Based on the literature, the well-being and productivity of employees is determined by the way organisations balance this demands resources balance. Having a good number of resources exceeding the demands can lead to an increase in productivity; failure to have enough resources to meet demands can create stress and burnout. 
[bookmark: _Toc213954506]4.2 Social Exchange Theory
The Social Exchange Theory emphasises the aspect of reciprocity in the workplace relationship. The organisational support in hybrid environments, including trust, flexibility, communication and access to digital tools, is an indication of organisational investment in the employees, which in turn is returned by the employees in the form of loyalty, effort, and engagement (Blau, 1964). Research indicates that digital trust, two-way communication, and perceived organisational support improve job satisfaction and performance in a hybrid environment (Morrison-Smith and Ruiz, 2021; Kutaula et al., 2022). This implies that the effectiveness of hybrid work can be determined by beyond structural arrangements and also by the dynamics of relationships and organisational culture.
[bookmark: _Toc213954507]4.3 Herzberg’s Two-Factor Theory
Herzberg separates the motivators (intrinsic factor) and hygiene factors (extrinsic conditions). Flexibility and autonomy are motivational factors, which improve satisfaction in a hybrid work situation. Nevertheless, hygiene factors, including workload, the quality of communication and that of the managers, can be problematic. The lack of transparency in the structure of communication in organisations or proper digital systems may aggravate hygienic problems in the form of hybrid work (Zito et al., 2023). This two-fold effect illustrates the reason why not all hybrid work results are the same in organisations: it is the success of managing motivators and hygiene conditions.
[bookmark: _Toc213954508]4.4 Flexibility, Work–Life Balance and Organisational Support
Hybrid work enhances work life balance by enabling employees to regain commute time and create their work schedules, which leads to better well-being (Williams and Shaw, 2024). Nevertheless, these advantages are highly dependent on the organisational support and well-defined hybrid policies (Selvanayagam et al., 2025). García-Salirrosas et al. (2023) have established that supervisor support is a powerful mediator in job satisfaction among remote workers, which contributes to the significance of relational and management factors. Even though various employees note that they have been more productive when working under hybrid work (Campbell, 2024), the evidence is still very mixed. These contradictions require a systematic synthesis to be able to explain them and furnish sector-specific conclusions.
[bookmark: _Toc213954509]5. Methodology
According to the interpretivist paradigm, this dissertation uses a qualitative secondary research design. Systematic literature review (SLR) will be adopted because it is transparent, replicable, and appropriate in synthesising multidimensional findings amongst studies. The SLR will consist of systematic searches of the academic databases such as Scopus, ScienceDirect and Emerald reputable professional sources such as CIPD, ONS and UK Parliament research briefings.
[bookmark: _Toc213954510]5.1 Inclusion criteria:
• Published between 2020 and 2025
• Focused on hybrid and/or remote working
• Relevant to productivity and/or job satisfaction
• UK service-sector context or internationally comparable evidence
[bookmark: _Toc213954511]5.2 Exclusion criteria:
• Non-empirical opinion pieces
• Pre-2020 studies
• Studies unrelated to service-sector or flexible working
The SLR will be subject to stringent screening, coding and thematic analysis using NVivo. Themes will match JD-R, Social Exchange and Herzberg models allowing synthesis to be theoretically based. This will provide critical and analytical consistency that makes the results more reliable and academically sound.
[bookmark: _Toc213954512]6. Expected Contributions
Moreover, the study will make its contribution to the sphere of theory. It will achieve this with the JD-R, Social Exchange, and Herzberg models applied to the modern context of flexible working which will lead to the introduction of a more comprehensive perspective of the instances where hybrid working is applied (Naqshbandi et al., 2024).  It will further address the correlation that exists between the resources that an organisation has, the demands on its employees and the processes through which relationship is developed to formulate how much of an influence these factors have on productivity and job satisfaction.  Based on practical uses, the findings will equip human resource professionals with the possibility to build policies that are research-based, improve leadership practices, and improve organisational and digital support structures to sustain productivity and employee welfare.
[bookmark: _Toc213954513]7. Limitations
The fact that secondary data is present leads to some level of limit in the validation of conclusions drawn using primary empirical data.  Even though some of the studies might not belong to the United Kingdom, which makes them problematic when it comes to generalisability in the sector, they still apply to the setting (Lauring and Jonasson, 2025).  One can make conclusions on the basis of the conducted study results, referring to the theoretical frames used, but it is necessary to mention that the findings can be not exhaustive in relation to all the aspects of the experiences of hybrid working. Furthermore, despite the efforts of ensuring scientific rigour, theme analysis is interpretive in nature, and it may be affected by the biases of the researcher, despite being systematic.
[bookmark: _Toc213954514]8. Timeframe(Gannt Chart)
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Source: Self Made
The ten-week project is going to involve six phases of the project. Stage 1 (27 October-7 November) is devoted to planning, topic approval, and preliminary scoping. Stage 2 (10-18 November) will entail the search of peer-reviewed literature and compiling industry reports. Stage 3 (17-28 November) will entail thematic analysis and formulation of conceptual frameworks. Stage 4 (16 December -1 unfinished) is drafting and integration of methodology. Stage 5 (17-29 December) is dedicated to the visualisation of the data and poster design. Stage 6 (30 December-7 January) involves the completion of proofreading, refinement, reflection, and submission work.
[bookmark: _Toc213954515]9. Conclusion
The proposed research is a qualitative systematic literature review that examines the effects of the hybrid and remote working models on productivity and job satisfaction in the UK service industry. With the synthesis of recent papers, published in the same period (2020-25), and the JD-R model, the Social Exchange Theory, and the Two-Factor Theory of Herzberg, the research will provide a theoretically adequate and practically useful analysis of the results of hybrid working. The results will assist the HR professionals in coming up with strategies that will strike a balance between organisational performance and employee well-being in digitally mediated and flexible working spaces.
[bookmark: _Toc213954516]References
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