
Q&A with Alison Konrad
TELUS and the Ivey School of Business at the University of Western 
Ontario recently collaborated on a study exploring the impact of Work 
Styles™ on knowledge worker productivity. Alison Konrad, a Professor 
of Organizational Behaviour at Ivey, is one of the lead researchers and 
authors of the recent TELUS-Ivey Study. Here she provides deeper 
insight on her motivations to pursue the research, the importance of 
the key findings and what organizations can learn from the analysis. 

Q What motivated you to explore 
flexible work at TELUS (known as 
Work Styles) and knowledge worker 
productivity?

AK I believe that it is very important to break out of the 
old fashioned way that we think about work. The traditional 
model of work is constraining and keeps people from 
being present in the other, equally enriching parts of their 
lives. My students are going to be the knowledge workers 
of the future, and I’m concerned about their quality of life 
once they start working. I don’t want them, especially 
my female students, to feel that they have to lower 
their expectations to succeed both professionally and 
personally. With the development of technology, there are 
opportunities for flexibility that didn’t exist in my students’ 
parents’ generation. Location no longer has to be a barrier 
to productive work. That’s why I was excited to collaborate 
with TELUS on this study. Here is a thoughtful company 
that is pioneering this new way of working. It is also a 
company made up of a large proportion of knowledge 
workers. So it became a real opportunity to fill a research 
gap that existed regarding knowledge worker performance 
and productivity in a flexible work environment. 

Q Why is it challenging to measure 
knowledge worker performance, 
and how did this study advance the 
measurement of productivity?

AK Knowledge workers focus on information, ideas 
and abstract problems. They use their knowledge toolkit 
to create solutions, opportunities and innovations. 
Their projects are usually new – to the company and to 
them. In such a scenario, what are the true measures 
of productivity? Is failure a waste of time? Is time to 
completion a real measure of productivity? Previously, 
the only measure for productivity was a uni-dimensional 
view, focusing on quality/quantity of performance. So we 
asked TELUS knowledge workers and their leaders about 
their views on productivity. They enlightened us to new 
dimensions including learning, innovation and stakeholder 
collaboration. Based on that input, we advanced how 
productivity is measured, applying a multi-dimensional 
understanding of productivity to our research. 
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Q Where does Work Styles fit 
into this new multi-dimensional 
understanding of productivity?

AK With collaboration as one of the three key 
dimensions, we were really keen to understand if  
Work Styles would have an impact. Interestingly, our 
findings show that Work Styles team members rate 
themselves as more collaborative and helpful. Perhaps  
it is because these team members must be more 
deliberate about reaching out and connecting with  
peers and stakeholders than when they are co-located. 

It’s important to note that there was a definite progression 
toward the positive impacts of Work Styles. Generally, in 
the first six months of transitioning to Work Styles, team 
members expressed challenges. But those challenges 
were overcome eventually. I think the short growing pains 
period has much to do with the systems and process 
that TELUS has put in place to support the Work Styles 
program. There is leader coaching/training, a structured 
feedback program and performance management tools.  
In addition, there is a strong culture of trust between 
leaders and employees, which speaks to the very 
foundation of knowledge work. TELUS leaders focus 
less on face time in the office, and more on the quality, 
reliability and consistency of deliverables. I was very 
impressed by both the talent and insight of TELUS’ 
knowledge workers and the involvement and investment 
of senior leadership. It’s a formula that’s required for  
Work Styles and one that allows it to flourish.

Q What is the value of these 
findings for other organizations?

AK The study shows that flexible work can work. 
Knowledge workers remain productive and become 
increasingly proactive, collaborative and empowered. 
They maintain performance, gain more job autonomy, 
experience less stress and reduce family/job conflict, 
all while delivering innovation and problem solving. 
TELUS has created a comprehensive tool kit for other 
organizations looking to take this journey. It truly is a 
thought leader in how to make a Work Styles program 
work without jeopardizing performance and culture. 

Q What excited you most about  
the study and what do you see as  
its enduring impact?

AK I think providing real alternatives to “the grind” is 
our next big breakthrough in the world of work in North 
America. People don’t have to endure endless commutes 
to the office and 10-hour days in a structured space. 
We have the technology available to us now. Why can’t 
we commute less? Why shouldn’t we be giving people 
the flexibility to work how and when they want? The 
next big milestone for mobile work is for it to be viewed 
as the “normal” way to work. This study provides some 
important evidence of that model working. And the 
evidence continues to grow. Our next generation of 
knowledge workers will be much less patient with the 
idea of corporations owning all of their time. Organizations 
have the tools and opportunities now to follow in the 
footsteps of companies like TELUS and make those big, 
out of the box changes, altering the fundamental definition, 
understanding and practice of work as we know it.

Learn more about Work Styles and TELUS’ own journey: telus.com/workstyles
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