
INTELLIGENCE 
A tripling of energy prices could be the 
event that pushes people over the edge 
toward a whole new view of work. 

/TREND/ 

Gas Prices Drive 
Telecommuting 
As fuel costs soar, workers and employers examine alternatives. 

By Eva Kaplan-Leiserson 

THE PRICE OF GAS, it seems, has replaced 

the weather as everyone's favorite small-

t a l k t o p i c . W h i l e $2 p e r g a l l o n o n c e 

seemed expensive in the United States, it 

now seems downright cheap. After Hurri-

cane Katrina, the United States saw costs 

of $3.50 or m o r e a ga l lon . Fuel p r i c e s 

dipped back down slightly as rebuilding 

began, bu t at press time, Hurricane Rita 

was threatening to drive up the cost-per-

gallon higher than ever. 

But U.S. ci t izens should count the i r 

blessings: In Europe, prices are double or 

triple wha t they are in the United States 

due to government taxes. The Washing-

ton Post reported on prices at $6.77 a gal-

lon in Paris in early September. 

Imagine... 
In an article published in April enti t led 

"In Our H u m b l e O p i n i o n : W h a t Wil l 

a W o r l d of $5 Gas Be Like?," C h a r l i e 

Gran tham and Jim Ware, executive pro-

ducers of t he Work Design Collaborative, 

e x a m i n e d workp l ace imp l i ca t i ons for 

t h e r is ing fue l costs. But n o w they say 

t h e i r p r o j e c t i o n n e e d s to b e r ev i s ed : 

With $5 a gallon not s eeming far off in 

t h e Uni ted Sta tes , they 'd c h a n g e the i r 

hypothetical figure to $7 a gallon. 

So wha t are t he effects of t he soaring 

gas costs for workers and employers? In 

the i r April article, Gran tham and Ware 

predic ted a r ise in w h a t they call "dis-

t r ibuted work." They wrote, "When t h e 

cost of commut ing goes up by a factor of 

three, we think people will start saying, 

'It just ain't worth it.'" 

Wi th h o u s i n g pr ices also sky-high, 

m a n y workers have decided to live f a r 

away f rom their jobs in more affordable 

n e i g h b o r h o o d s a n d c o m m u t e in . But 

now people may be reassessing tha t de-

cision. What ' s t he answer, then? 

If, just by telecommuting, people can 

cut their costs by a couple hundred dol-

lars a m o n t h and increase their billable 

hours, Grantham and Ware think the de-

cision will start to become a no-brainer. 

They cont inue , "We t h i n k a t r ip l ing of 

energy prices in the United States over 

the next three to five years could just be 

t h e kind of event t ha t flips people over 

t h e e d g e a n d d r i v e s t h e m t o w a r d a 

whole new view of work...." 

G r a n t h a m and Ware 's organizat ion, 

W o r k D e s i g n C o l l a b o r a t i v e , j u s t re -

ceived a grant f r o m t h e Gaines Family 

F o u n d a t i o n t o c r e a t e a n i n d u s t r y 

a n d p r o f e s s i o n a l a s s o c i a t i o n , t h e 

Distributed Work Industry Association, 

t o d e v e l o p i n d u s t r y s t a n d a r d p r o -

d u c t i v i t y m e a s u r e m e n t s , p r o v i d e 

p r o f e s s i o n a l d e v e l o p m e n t p r o g r a m s 

for indus t ry leaders , and seek to influ-

ence U.S. federa l and s ta te regula t ions 

t h a t h e l p or h i n d e r t h e g r o w t h of 

distributed work. 

Jerry Gaines , t r u s t e e of t h e Gaines 

Fami ly F o u n d a t i o n says , " . . .Work ing 

f r o m h o m e — o r c l o s e t o h o m e in a 

s a t e l l i t e o f f i c e — c a n h a v e a p o s i t i v e 

i m p a c t on f ami l i e s a n d c o m m u n i t i e s , 
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such as r educ t ions in t raff ic and com-

m u t e t imes , air pol lut ion, and t h e u s e 

of h i g h - p r i c e d g a s o l i n e , a s we l l a s 

increased productivity." 

Implications for 
employers 
According to a September article in USA 

Today, abou t 20 p e r c e n t of c o m p a n i e s 

are p lanning to take steps to help work-

ers with h igher gas prices. Those s teps 

i n c l u d e o rgan iz ing carpools , o f f e r ing 

public transi t discounts, raising mileage 

re imbursement , and providing telecom-

mut ing options. 

Grantham and Ware urge employers 

to start thinking about setting up remote 

a n d sa te l l i t e o f f ices as wel l as dis t r i -

b u t e d w o r k p r o g r a m s . For e x a m p l e , 

government and private-sector workers 

in t h e W a s h i n g t o n , D.C., a r e a c a n 

work at telework centers funded by the 

U.S. government. 

to aid gas shortages. 

An i m p o r t a n t r e su l t of d i s t r ibu ted 

work, Ware points out, is business conti-

nuity in the event of an emergency. The 

i m p o r t a n c e of th i s w a s d e m o n s t r a t e d 

after Katrina hit. 

Te lecommut ing can also save com-

panies money on office space. An article 

in Computerworld r e p o r t s t h a t a t GE 

Energy's division in At lan ta , t e l ecom-

mut ing has allowed the company to cut 

t h e n u m b e r of i t s o f f i ce -based work-

s ta t ions by 50. Each works ta t ion costs 

about $15,000 a year in real es ta te and 

related costs, adding up to a savings of 

$750,000. 

GE pays for t h e costs of h o m e com-

p u t e r s a n d b r o a d b a n d c o n n e c t i o n s . 

Some of the company's employees tele-

work one or two days a week, while oth-

ers do so for t he whole week. 

Charlie Gran tham says, "We've seen 

some companies reduce operating costs 

work a long wi th the i r m a n a g e r s . Jane 

Franklin, a special projects coordinator 

ove r see ing t e l ework a n d v a n poo l ing 

there says, "There's always been a little 

hesi tat ion on the par t of managers and 

t h a t ' s o n e r e a s o n to f o r m a l i z e guide-

lines." 

Resources 
• "Virtual Work," Intelligence, August T+D 

• www.thefutureofwork.net 
• www.workingfromanywhere.org 

More 
• www.thefutureofwork.net/assets/July_ 

2005_Newsletter.html#opinion 

• www.thefutureofwork.net/blog/archives/ 

000334.html 

• www.usatoday.com/money/industries/ 
energy/2005-09-20-commuting-costs_x.htm 

• www.computerworld.com/careertopics/ 
careers/labor/story/0,10801,104078,OO.html 

• www.washingtonpost.com/wp-dyn/con-

tent/article/2005/09/13/AR2005091301973.ht 
ml?nav=rss_technology 

FAST FACT/Genesys Conferencing reports a 40 percent increase in the use of its multimedia 
conferencing services in the last few months. Nearly a quarter (24 percent) of users surveyed say 

reduced driving due to rising gas prices was responsible for their increased use. 

Ware says m o r e a n d m o r e f e d e r a l 

a g e n c i e s a r e a c t i v e l y e n c o u r a g i n g 

t e l ecommut ing lately. An article in t h e 

Washington Post reports tha t the U.S. Of-

fice of Personnel Management sent out 

a g o v e r n m e n t - w i d e m e m o u r g i n g 

te lecommut ing af ter Hurricane Katrina 

Employees Want 
Alternatives 
According to a survey released by 

ComPsych Corporation, the majority 

of employees polled would rather 

telecommute, carpool, or take public 

transportation than continue to drive 
their cars with rising gas prices. 

Employees were asked, "If gas 

prices become too high, will that 

affect your commute to work?" 

Seventeen percent replied that they 

would change the way they com-

mute and 44 percent said they 

would prefer to change, but can't. 

SOU RCEICCH Human Resources Management 
Daily Document Update 

by more than 30 percent w h e n they ful-

ly embrace distr ibuted work and alter-

native workplace strategies." 

A cultural, not technological, issue 
Computerworld repor t s t h a t m o r e com-

panies are prepared for t e lecommut ing 

employees because of such recent inno-

v a t i o n s as m o r e - c o m m o n b r o a d b a n d 

c o n n e c t i o n s a n d w e b - b a s e d co l lab-

oration tools. But one IT executive cau-

t ions in the article tha t telework can be 

a " c u l t u r a l c h a l l e n g e " m o r e t h a n a 

technological one. 

Skip Snow, an IT executive at a major 

f i n a n c i a l i n s t i t u t i o n , t e l e c o m m u t e s 

long d is tance . He says, "The p rob lems 

w i t h t e l e c o m m u t i n g d o n ' t h a v e a s 

much 

to do with technology and tools as with 

whe the r a worker or manager will work 

as well with a guy on the p h o n e as com-

pa red wi th t h e guy in t h e n e x t office. 

But with globalization, remote workers 

are going to be the norm." 

At Georgia Power in Atlanta, Comput-

erworld reports, t he company's 475 tele-

workers (out of 8,800 total employees) 

m u s t sign a se t of gu ide l ines for te le-
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I N T E L L I G E N C E 

/REALITY CHECK/ 

Mature Workers: Myths and Realities 
OLDER WORKERS are e lec t ing to re-

main in their jobs longer, both for finan-

cial and for personal reasons. According 

to a study f rom The Conference Board, 

slightly m o r e t h a n half of employees 

aged 55 and older said they were no t 

p lanning to retire because they found 

t he i r jobs i n t e r e s t ing . A lmos t t h ree -

quarters also cited lack of financial re-

s o u r c e s a s a r e a s o n t h e y w e r e 

continuing to work. 

AARP (American Association of Re-

tired Persons) recently released its 2005 

list of Best Employers for Workers Over 

50. 

Along wi th t h a t list, it d i s t r ibu ted 

t h e fo l lowing i n f o r m a t i o n on m y t h s 

a n d r e a l i t i e s a b o u t o l d e r w o r k e r s , 

ba sed on f ind ings f r o m a 2000 s tudy 

and various other sources. 

Myth: Older worke r s a re unwi l l ing to 

try new things. 

Reality: 88 percent of workers aged 45 

to 74 s a id t h a t " t h e o p p o r t u n i t y to 

l eam something new" would be essen-

t ial to t h e i r idea l job. (Source: AARP 

2002 study) 

Myth: Mature workers aren ' t as agile or 

quick. 

Reality: Although some mature workers 

do e x p e r i e n c e p h y s i c a l l i m i t a t i o n s , 

their 

a c c u m u l a t e d knowledge and experi-

ence, as well as the i r s t rong interper-

sona l skills, c o u n t e r b a l a n c e this . For 

example , a s tudy of hote l reservat ion 

agents showed tha t a l though workers 

50-plus handled phone calls somewhat 

more slowly than younger agents, they 

were more productive in booking reser-

vations. (Source: Sloan Management Re-

view) 

In addition, a survey found tha t ma-

t u r e e m p l o y e e s w a s t e l e s s t i m e a t 

w o r k t h a n y o u n g e r o n e s . (Sou rce : 

Salary.com) 

Myth: Older workers have more health-

related problems. 

Reality: Health problems and associat-

ed hea l th -ca re costs vary by risk fac-

tors , and m a n y are u n r e l a t e d to age. 

Those risk fac tors can have a grea ter 

impac t on hea l th -ca re costs t h a n age 

alone. (Source: The University of Michi-

g a n H e a l t h M a n a g e m e n t R e s e a r c h 

Center) 

Myth: Mature workers are unwill ing to 

l e am new technology. 

Reality: A study by Louisiana State Uni-

versi ty f o u n d t h a t older workers in a 

s t a t e agency were m o r e will ing t h a n 

younger workers to l eam new technol-

ogy. (Source: Chicago Tribune) 

Myth: Older w o r k e r s a r e l e s s d r iven 

b e c a u s e of b u r n o u t or p r o x i m i t y to 

ret irement. 

Reality: Towers Perrin, a global profes-

s iona l se rv ices f i rm, f o u n d t h a t em-

p loyee m o t i v a t i o n i n c r e a s e s , r a t h e r 

than declines, with age in m a n y situa-

tions. (Source: 2003 Towers Perrin Talent 

Report) 

/GLOBAL 360/ 

Canada Embraces 
E-Leaming 
Eighty percent of professional development in 

Canada now includes 
e-learning, says the Canadian Society for Training and 
Development. Just five years ago online training was 
rare in that country, says The Globe and Mail, which 

reported the CSTD statistic. 
"The balance has shifted out of the classroom and 

onto the computer, and e-learning is becoming domi-
nant," says Ruth Daniels in the article. Daniels was a 
judge for CSTD's Awards for Training Excellence, an-

nounced in Toronto in September. 

MORE/www.theglobeandmail.com/servlet/ArticleNews/TP 
Story/LAC/20050921/CABRIEFS21-1/TPEducation/ 

/FROM THE BL0G/ 

Top Trends Affecting 
Human Capital Strategies 

The Society for Human Resource 

Management recently asked non-HR 

executives which business trends will 
most affect their company's human 

capital strategies in the next two years. 

Answers are shown below. 

2005 2006 

Rise in health care costs 30 percent 37 percent 

Demand for flexible work 

arrangements 

35 percent 31 percent 

Economic uncertainty 26 percent 29 percent 

Talent retention 21 percent 24 percent 

Exporting of U.S. jobs 19 percent 22 percent 

More/ on the 7+DBIog at http://tdblog.typepad.com/td_blog/2005/ 
09/ topJrends affe.html 

The Top Advantages 
of Mature Workers 
Based on a U.S. survey of HR managers released by 
AARP in 2000: 
• experience, 55 percent 
• reliability, 29 percent 
• knowledge, loyalty, and stability, all 23 percent 
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/NEWS FLASH/ 

Workers, Managers Not Aligned With Strategy 

GETTING MANAGERS a n d w o r k e r s a l igned 

with the company's business strategy is prov-

ing difficult for many businesses. 

Only about one in three organizations ha s 

been success fu l in mot iva t ing employees to 

u n d e r s t a n d , be c o m m i t t e d to, and carry out 

their company's business strategy, according to 

a recent survey by Right Management Consul-

t a n t s a n d t h e I n t e r n a t i o n a l A s s o c i a t i o n of 

Bus iness C o m m u n i c a t o r s Research Founda-

tion. 

Sixty-three percent of companies indicated 

tha t aligning their employees to their business 

strategy is their number 1 employee communi-

ca t ions goal, b u t j u s t 37 p e r c e n t repor t t h a t 

their efforts have been successful. So says the 

report Best Practices in Employee Communication: 

A Study of Global Challenges and Approaches. 

"Compan ies wi th employees w h o unde r -

s tand and carry out their employer's business 

strategy tend to have higher worker retention 

ra tes and are generally more productive than 

those with disengaged workforces," says Chris 

Gay, senior vice p res iden t and employee en-

gagement practice manager for Right Manage-

m e n t Consultants. 

In addit ion, t he typical m a n a g e r h a s diffi-

culty l ead ing in ways t h a t con t r ibu te to t h e 

company's long-term success, say the authors 

of a n e w book on s t ra teg ic l e ade r sh ip . Rich 

Hughes and Kate Beatty are co-authors of Be-

coming a Strategic Leader: Your Role in Your Organi-

zation's Enduring Success, which is based on the 

pair's eight years of work with executives and 

leaders in the Developing the Strategic Leader 

t r a in ing p rog ram at The Center for Creative 

Leadership. 

Bea t ty says , "Even t h e b e s t o p e r a t i o n a l 

m a n a g e r s m a y n o t n e c e s s a r i l y l e a d t h e i r 

t eams f rom a perspective tha t reaches beyond 

w h a t h a s to be achieved for day-to-day busi-

ness results. The missing piece is wha t we call 

s trategic leadership. . . [which] focuses on t h e 

e n d u r i n g s u c c e s s of t h e o r g a n i z a t i o n as a 

whole. Its purpose is to drive the organization 

so tha t it will thrive in the long term." 

Managers who wan t to determine whe ther 

their leadership is strategic ra ther than opera-

tional can look to these three key indicators of 

a s t rategic l eadersh ip approach , out l ined by 

Hughes and Beatty: 

It's broad in scope. Strategic decisions have an im-

pact beyond the manager 's functional area. An 

effective strategic leader views t h e organiza-

tion as in terdependent and interconnected. 

It's future-focused. The strategic leader operates 

wi th a long t imetable, integrat ing shor t - t e rm 

r e s u l t s a n d a l o n g - t e r m focus . Good opera-

t ional l eaders m a n a g e daily f u n c t i o n s effec-

tively and work with people skillfully to mee t 

shor t - te rm goals, bu t of ten don ' t take a long-

t e r m view into account w h e n they plan their 

leadership actions. 
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INTELLIGENCE 

/TECHNOLOGY/ 

Talking Hi-Tech at Work 

By Joseph Grenny 

TECHNOLOGY h a s m a d e c o m m u n i c a -

t ion n e a r l y i n s t a n t a n e o u s , inc red ib ly 

convenient, and enormously accessible. 

But ha s it really m a d e us bet ter commu-

nicators? Are there pa ramete r s by which 

we m u s t carefully mon i to r our m e t h o d 

of communica t ion to ensu re t h a t it ap-

propriately ma tches our message? 

The answer is yes—especially w h e n 

you consider tha t m a n y of us are already 

fa r too savvy a t f i n d i n g ways to avoid 

face- to-face conversa t ions t h a t involve 

high emotion or high stakes. 

W h e n it c o m e s to reso lv ing b roken 

p r o m i s e s , v i o l a t e d e x p e c t a t i o n s , or 

b a d b e h a v i o r w i t h s o m e o n e a t work , 

r e s o r t i n g t o h i - t e c h m e t h o d s l i ke 

email , voicemail , or tex t m e s s a g e s can 

amplify problems. 

Imagine: A subordinate leaves a cryp-

tic excuse on your voicemail af ter miss-

ing a key deadline, or a colleague emails 

your error-filled repor t to your boss in-

stead of confronting you directly. 

A c c o r d i n g t o a r e c e n t s u r v e y by 

Vi t a lSmar t s , m o r e t h a n 87 p e r c e n t of 

those polled admit ted t ha t using hi-tech 

m e a n s t o r e s o l v e a w o r k p l a c e c o n -

f ronta t ion is no t effective. Moreover, 89 

percen t say email , tex t messaging , and 

v o i c e m a i l c an ge t in t h e way of good 

workplace relat ionships. 

Even though t h e major i ty of respon-

d e n t s a g r e e t h a t w e s h o u l d n ' t b e so 

coy in our communicat ion with cowork-

ers, t h e q u e s t i o n r e m a i n s : W h e n does 

ease and security t r u m p the need to talk 

face-to-face? 

F a c e - t o - f a c e c o m m u n i c a t i o n is a 

m u s t anyt ime non-verbal signals are im-

por tan t in deciphering the message, t he 

n e w s is p a r t i c u l a r l y b a d or sens i t ive , 

negative feedback is being delivered, or 

differing opinions will ensue. 

Regardless of t he circumstances, you 

should t h i n k twice be fo re p u s h i n g t h e 

" send" b u t t o n a n d c o n s i d e r w h a t you 

wan t long term. 

Until people learn to 

ethically, maturely, and 

directly deal with crucial is-

sues, technology will only 

amplify rather than alleviate 

our dysfunctions. 

Unti l p e o p l e l ea rn to ethically, m a -

turely, and directly deal wi th crucial is-

sues, technology will only amplify ra ther 

than alleviate our dysfunctions. If people 

s t o p p e d a n d real ly a s k e d t h e m s e l v e s 

w h a t they wan ted , they wouldn ' t be so 

quick to dash off a nasty no te or leave a 

voicemail oozing with sarcasm. 

W h e n facing the following situations, 

it's t ime to get off your duff, walk down 

the hall, and talk to the other person in 

the flesh. 

Giving delicate feedback. Good: You m e e t 

one-on-one to tell someone he ha s a hy-

giene problem. Bad: You bring your work 

t e a m toge the r and say, "Everyone w h o 

doesn ' t have toxic body odor, please step 

forward. Not so fast, Robert." 

Working through a long-standing gripe. 

Good: You se t a s ide a t i m e and calmly 

and p ro fess iona l ly d i scuss s o m e t h i n g 

tha t ha s you concerned. Bad: You email a 

list entitled "The Top Ten Reasons Every-

one Despises You." 

Confronting someone who has not delivered 

on a promise. Good: As soon as you f ind 

out tha t someone has let you down, you 

f ac tua l l y desc r ibe w h a t you e x p e c t e d 

and wha t you got. You don' t wait and let 

it fester. Bad: You share your compla in t 

in your Last Will and Tes tament as an ex-

planation for why you stiffed the guy. 

Delivering a controversial message. Good: 

You're going to reject a person's propos-

a l — o n e t h a t s h e h a s w o r k e d on f o r 

months . She deserves a complete expla-

n a t i o n as we l l a s a n o p p o r t u n i t y t o 

e n g a g e in t w o - w a y d ia logue . Bad: You 

leave her a voicemail saying, "Remember 

tha t proposal you came up with? Well, we 

re jec ted it. By t h e way, don ' t forget t h e 

boss's birthday lunch this afternoon." 

Delivering bad news. Good: W h e n let t ing 

s o m e o n e go, you t rea t t h e bad n e w s as 

bad news. You allow the other person to 

show thei r concern and emot ions . Bad: 

You send a singing e-card—"Ta-da ta-da 

ta-ta: You no longer work here." 

Joseph Grenny is the co-author of the best-

sellers Crucial Conversations and Crucial Con-

frontations; a keynote speaker and consultant; 

and president of VitalSmarts, a corporate 

training company specializing in organiza-

tional performance and leadership training; 

www.vitalsmarts.com. 

Send press releases or short articles on news, 

trends, and best practices to Intelligence, 

T+D, 1640 King Street, Box 1443, Alexandria, 

VA 22313-2043. Email intelligence@astd.org. 
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Bad Bosses 
Drain 
Productivity 
Employers are losing hundreds of hours 
of productivity a month due to the t ime 
workers spend complaining about bad 

bosses. When asked how much time 
they spent complaining or listening to 
others complain about a supervisor in 
an average month, 

respondents indicated 
• 20 or more hours, 31 percent 
• 10 hours, 28 percent 
• three hours, 29 percent 
• 30 minutes, 12 percent 

SOU RCE/a recent study by badbossology.com 
and Development Dimensions International 

/HOW TO/ 

work you put in. In addition, share a few de-

tails of your personal life so she sees you as 

a person and not just as an employee. If 

your boss isn't listening, toot your horn to 

others in the chain. 

Learn from it. Stop and think whether your 

attitude is feeding the problem. Ask your-

self and your boss what you could do dif-

ferently. If you start being more flexible, your 

manager may be as well. 

Know when to bail. Sometimes there's just 

no way to make it work—for example, if 

you and your boss have completely oppo-

site personalities or work styles, or if you're 

in a dead-end position. If you're stagnant, 

not learning, and not finding opportunities 

for advancement, it may be time to look 

elsewhere. 

M0RE/http://money.cnn.com/2005/03/16/ 
pf/saving/willis_tips 

Manage your 
Manager 

CAN'T WAIT FOR THE WEEKEND? Is your 

boss driving you crazy? These tips from a 

recent CNN/Money article can help you 

manage your supervisor to improve your 

work life. 

Ask, what's the problem? Determine exactly 

what the issue is. If your boss is a micro-

manager, prove you're capable by request-

ing complete control over small tasks and 

then building from there. If she is a non-

manager, guide her by offering choices and 

being specif ic wi th your requests. If he 

overloads you with work, ask what the pri-

orities are and for options to help you man-

age the workload. 

Have regular meetings. Many of the frustra-

tions employees experience with managers 

are because of a communicat ion break-

down. Set up regular meetings to tell your 

boss about your career goals and discuss 

what you need to get there. In addition, ask 

her what her goals are and how you can 

help. You may also want to try to talk your 

boss's language. For example, if he loves 

hockey, incorporate hockey analogies into 

your proposals to get his attention. 

Toot your own horn. Make sure your manager 

knows your accomplishments and the extra 
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