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Do you get frustrated when your colleagues check their mobile 
phones instead of listening to your important presentation?

Do you yourself get stuck on social media and text conversations 
when you should really be doing something else?

Then you’re in the right place.



THE AB IL ITY TO BE CONSTANTLY CONNECTED AND 
REACHABLE – AT ALL T IMES AND IN ALL PLACES 
AND S ITUAT IONS – HASN ’T ONLY CHANGED OUR 
L IVES .  IT  HAS ALSO LED TO COMPLETELY NEW 
HAB ITS AND BEHAV IOUR PATTERNS IN OUR 
WORKPLACES ,  AND THESE CAN CAUSE STRESS 
AND INEFF IC IENCY.
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ROD
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W e  s i t  c h e c k i n g  o u r  p h o n e s  when we really ought to be 
listening to our colleague’s important presentation. We 
check news sites and e-mail inboxes every few minutes, 
when we should really be focusing on more important 
work tasks.

S o  w h y  i s  i t  s o  h a r d  to  r e s i s t  t h e  t e m p tat i o n ?   Why is it so 
hard to take technology in just the right doses?

W e  c a n  f i n d  t h e  a n s w e r s  i n  t h e  b r a i n .  We’re wired up for 
immediate reward, instant gratification, and we get this 
when we check our phones up to 150 times a day.

M a n y  c o m pa n i e s  t o d a y  h av e  n o  p r o c e d u r e s  o r  p o l i c i e s  in place 
for information management. Our drive always to be 
available is greater than our desire to turn the technology 
off for a while and focus.

A s  a n  o p e r a to r ,  w e  a r e  pa r t  o f  t h e  d i g i t a l i s a t i o n  p r o c e s s , 
and as such we also have a responsibility to ensure that 
businesses and individuals have a healthy digital working 
environment. Moreover, we have a responsibility to talk 
about the consequences of being constantly ‘switched on’, 
and how we can use technology smartly.

T o g e t h e r  w i t h  b r a i n  r e s e a r c h e r  K a t a r i n a  G o s p i c ,  
we have therefore developed a programme to 
help decision-makers and employees to focus, 
perform and feel well in a constantly connected 
working environment.

W e  c a l l  i t  

Workfulness .

COMPAN IES  CAN USE AND BE 
INSP I RED BY  THE PROGRAMME 
TO CREATE A  HEALTHY 
D I G ITAL  WORK ING 
ENV IRONMENT .

R e a d  o n  to  f i n d  o u t  m o r e ! - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - >
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CHAPTER 1

ME
ETI

NGS





For many of us ,  perhaps even the 
vast majority, it is 

only natural to take our mobile phones into work meetings. 
It feels good and reassuring to know we can be reached, to 
be able to keep an eye on our e-mails and text messages, 
news and status updates – basically, to stay in touch with 
the world outside of the meeting room. And of course it’s 
handy that we can (discreetly) search for important 
information online while sitting among colleagues.

o w e v e r ,  t h i s  n e w,  t e c h n o l o g y - i n t e n s i v e  m e e t i n g  c u lt u r e 
causes problems in our brains. Our smart assistants and 
constant companions – our mobile phones – often take our 
attention away from what’s going on in the room. Like a bowl 
of tasty treats they chip away at our attention, and in certain 
circumstances the temptation to pick up our mobilephone 
may be completely irresistible. Suddenly there we are, 
totally absorbed in messages and information that have 
nothing whatsoever to do with the job at hand. It quite 
simply becomes harder for us to focus and perform, which 
in turn leads to unnecessarily long, inefficient meetings 
with a higher risk of poor decision-making.

B u t  w h at  i s  i t  t h at  m a k e s  u s  b e h av e  t h i s  wa y ?  Why is it so 
difficult to manage technical gadgets that are actually 

designed to make our lives easier, not harder? What is it 
that drives us to check our phone rather than listen to our 
colleague giving an important presentation?

T h e  a n s w e r s  c a n  b e  f o u n d  i n  t h e  b r a i n !  There is a constant 
battle between the most primitive part of our brain, the 
reptile brain and the most intelligent part, the frontal lobe, 
which is unique to us humans and helps us to plan and 
think strategically. All the decisions we make differ depending 
on which of these opposing forces wins. Individuals and 
businesses alike have a lot to gain by understanding what 
influences whether the one force wins or the other.

I n  t h e  r e p t i l e  b r a i n  t h e r e  i s  a  s t r u c t u r e  c a l l e d  t h e  a m y g d a l a , 
and in times of stress it leads us into either fight or flight.
So when we’re facing a strenuous work task, the amygdala 
might for instance tell us “I’m not brave enough” or “This is 
far too uncertain/unfamiliar for me”.

A n ot h e r  p r i m i t i v e  s t r u c t u r e  in the brain is the striatum, 
which is a key player in our reward system. The striatum 
encourages us always to choose the most immediate reward. 
So when we face the decision either to help our colleagues 
solve a tricky problem or reply to a text message, the striatum 
will urge us to choose the text message. Picking up our phone 
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and sending that message gives us instant gratification. 
This also gives our brain a thorough soaking in the reward 
substance dopamine, the very same substance that’s 
released when we eat a good meal or have sex.

S o  h o w  a b o u t  t h e  c o l l e a g u e  g i v i n g  t h e  p r e s e n tat i o n ?  What 
happens in her? The one standing there desperately trying 
to hold our attention while we reply to text messages, 
check Instagram, or even leave the room because we just 
‘have to’ take this call?  W e l l ,  t h e  f a c t  i s ,  i t  h u r t s .  The 
reaction in our brains when we’re ignored in this way, a 
phenomenon also known as social exclusion, is similar to 
what happens when we experience physical pain. Social 
exclusion also affects our mood negatively and increases 
the stress levels in our body.

C o m pa n i e s  t h a t  w a n t  t o  c r e a t e  a  p o s i t i v e  m e e t i n g  c u lt u r e 
where people can focus, perform and make sound decisions 
need to formulate rules and policies for how technology is 
used. For individuals, it might be a good idea to think about 
your own and other people’s ‘mobile behaviour’, and what 
it does to you, and to them. The best thing would be not to 
bring our mobiles (or ideally any other electronic devices) 
into the meeting room in the first place. This would help 
the frontal lobe  w i n  t h e  b a t t l e  w i t h  t h e  r e p t i l e  b r a i n .

C H A P T E R  1    SUMMARY>>
 
Checking our mobiles during a meeting floods our 
brains with the reward substance dopamine, which 
makes the action hard to resist. In competition with 
more challenging tasks, we choose the option that 
brings the most immediate reward.
 
Taking your phone into a meeting is therefore a bit like 
sitting next to a bowl of sweets when you’re peckish for 
something sweet: sooner or later, you’re bound to give 
in to temptation.
 
For the person trying to hold the meeting’s attention 
but failing (because the audience would rather be 
checking their mobile phones), the reaction in the brain 
is similar to what happens when experiencing physical 
pain. This type of ‘social exclusion’ also affects the mood 
negatively and raises stress levels in the body.
 
Companies that want to create a positive meeting 
culture where people can focus, perform and make 
sound decisions need to formulate policies and 
guidelines for how technology is used.
 
The best thing is not to bring mobiles or any other 
electronic devices into the meeting room in the first place.
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Work ing in a perpetually connected 
environment with limitless 

opportunities for communication can be both a wonderful 
and a difficult thing. What a luxury to be able to work flexibly 
and be reachable round the clock – yet how very stressful 
as well. How convenient to just fire off an e-mail or text to a 
colleague and get a response immediately – and how 
annoyed we get ourselves when we’re interrupted in the 
middle of something important 

M a n y  o f  u s  f i n d  i t  h a r d  to  s t r i k e  t h e  r i g h t  b a l a n c e  between 
technology’s advantages and its drawbacks. How can we, as 
individuals and businesses, meet the increasing requirement 
to always be available, while also doing our best to focus 
and be efficient? How can we work smarter?

T h e  f a c t  i s  t h at  p e o p l e  w h o  a r e  c o n s ta n t l y  o n  s t a n d b y  and 
reply as soon as their phone beeps are not doing their brain 
any favours. Every time we’re interrupted by something un- 
related to the work task at hand, i t  t a k e s  a b o u t  2 5  m i n u t e s 
to  r e g a i n  f u l l  c o n c e n t r at i o n .  Always being ‘switched on’ and 
keeping an eye on text conversations, incoming e-mails 
and the latest YouTube clip makes us inefficient, which in 
turn can create unnecessary stress. The only thing that 
really benefits from this kind of behaviour is the striatum, 

the primitive structure in our brains that is constantly 
encouraging us to look for instant gratification, thereby 
preventing us from achieving more long-term goals. The 
quest for instant gratification is also the reason why we feel 
a need to keep an eye on our information flows. However, the 
satisfaction we feel after achieving a long-term goal, having 
dealt with the harder challenge, is actually greater.

F u r t h e r m o r e ,  c o n s ta n t l y  k e e p i n g  i n  t o u c h  w i t h  t h e  o u t s i d e 
w o r l d  v i a  y o u r  m o b i l e  is very tiring on the brain, which 
needs to rest if it is to work optimally. When we turn off our 
information a while and focus our attention on some 
completely different kind of activity, such as taking a quiet 
walk or spending time with someone we like, our brain 
recovers and gathers new strength ahead of the next day’s 
challenges. And although there are all kinds of technical 
solutions that make it possible for us to disconnect for a 
while, such as autoreply, out-of-office messages on mobile 
switchboards and other smart services, we are not always 
inclined to use them. The quest for gratification and 
immediate reward is more of a motivator for us. 

A n y o n e  w h o  wa n t s  to  b e  ava i l a b l e  b u t  a l s o  w o r k  e f f i c i e n t l y 
can draw up some relatively simple rules and procedures for 
themselves. For example, you could introduce set e-mail and 
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phone times as far as is possible for you. How many incoming 
calls or e-mails over the course of a day are actually urgent? 
Probably not that many. It may be enough to  c h e c k  y o u r 
e - m a i l  a t  8  a m ,  1  p m  a n d  4 . 3 0  p m . 

S i m i l a r l y ,  you could try to plan the day’s phone calls and fit 
as many as possible into the same time span. Decision-
makers can encourage or even prescribe this kind of 
procedure for other employees.

B y  a p p l y i n g  ‘ p l a n n e d  ava i l a b i l i t y ’  to the greatest extent 
possible, individuals and businesses can free up precious 
time and energy that can be used to focus on long-term 
goals.

C H A P T E R  2   SUMMARY>>
 
Every time we’re interrupted in a work task, it can take 
up to 25 minutes to regain full concentration.
 
Being on constant standby for incoming e-mails, texts 
and phone calls makes us inefficient and creates stress.
 
Being always ‘switched on’ is also very tiring on the 
brain, which needs rest to work optimally.
 
Introducing simple rules and procedures, such as set 
e-mail and phone times, is a good way of working 
efficiently while also being available.
 
By applying ‘planned availability’ to the greatest 
extent possible, individuals and businesses can free up 
precious time and energy that can be used to focus on 
long-term goals instead.
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CONTRASTS  	 The human brain always likes to 
distinguish contrasts, whether in 

sounds, visual impressions, tastes or smells. We immediately 
register a red sweater in a room full of people dressed in black, 
and we notice directly when someone has a different accent: 
it’s part of our makeup. In the same way, we react to different 
kinds of sound signals in an office environment. Ringtones, 
incoming text sounds and meeting reminders are impossible 
to shield ourselves from, because w e  c a n ’ t  t u r n  o f f  o u r  e a r s . 
The sounds we find hardest to deal with are those to which 
we can’t see a natural end; for instance when someone is 
talking loudly on their phone right next to us, and we don’t 
know when the call will end.

B u t  t h e s e  s o u n d s  a r e  n ot  o n l y  i r r i t a t i n g  and stressful, they 
also prevent us from being efficient and performing 
optimally. Our brains are forced to put energy into shutting 
out distractions, and are unable to work at full capacity 
Studies show that disturbing sounds in an open-plan office 
environment  c a n  r e d u c e  p e r f o r m a n c e  b y  u p  t o  6 6 % .

S o  i n  o p e n - p l a n  o f f i c e s ,  there is every reason to minimise 
disturbing sounds. What would it be like, for example, to have 
a rule that all mobile phones should be on silent as standard? 
Could we introduce a practice whereby all mobile phone calls 

had to be taken in a separate room? Or that anyone making 
or taking a call at least had to go some-where else? W o r k i n g 
r e m ot e l y  might also be a good option for people who need 
a lot of peace and quiet. Having said that, no one should 
have to ‘flee’ their normal working environment.

C H A P T E R  3    SUMMARY >>
 
The human brain always likes to distinguish contrasts, 
whether in sounds, visual impressions, tastes or smells.
So we immediately register deviating sounds like 
incoming text beeps or ringtones.
 
The sounds we find hardest to deal with are those we 
can’t see a natural end to.
 
Studies show that disturbing sounds in an office 
environment can reduce performance by up to 66%.
 
In open-plan offices, it is important to minimise 
disturbing sounds and other distractors.
 
Having phones on silent as standard and separate 
rooms for mobile phone calls are simple ways of 
raising both well-being and efficiency.
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T h e r e  i s  a  c o n s t a n t  b a t t l e  between the reptile 
brain, the most primitive part, and the frontal 
lobe, the most intelligent part. Our decisions 
differ depending on which of 
these opposing forces wins.
 
T h e  a m y g d a l a  is the 
primitive structure in 
the brain that leads us 
into either fight or 
flight in times of 
perceived stress.
 
T h e  s t r i a t u m  is the primitive 
structure in the brain that will always 
urge us to choose the most immediate 
reward in any situation.
 

W h e n  w e  t a k e  a c t i o n s  that give us immediate reward, 
such as checking our phone, the brain is flooded 
with the reward substance dopamine. This is the 

very same substance that’s released when we 
eat a good meal or have sex.

 
T h e  h uman  b r a i n  a l way s  likes to distinguish 

contrasts. In working environments 
where there are many disturbing 
sounds, our brains are forced to put 
a lot of energy into shutting out 
distractions and are therefore 

unable to work at full capacity.
 

T h e  r e a c t i o n  in the brain in social exclusion 
– i.e. being ignored by other people – is much 

the same as when we experience physical pain.

FA C T S  A B O U T  the brain>>
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As we have 	already seen: in a 
perpetually connected 

working environment, it can be hard to keep our concent- 
ration levels at their peak. When information is flooding in 
from every direction, it is easy to get a feeling of doing a 
hundred things at once, and still getting nothing done.

Meanwhile, the technical conditions for working smartly 
and focusing have  n e v e r  b e e n  b e t t e r . 

M o b i l e  s w i t c h b o a r d  f u n c t i o n s  are an easy way of regulating 
absence. Mobile apps can help us manage which calls 
should be allowed, which should be referred to reception, 
and which should be forwarded to a specific colleague. 
When we add a new meeting to our calendar, even as we 
book it in we can decide whether or not we want to be 
reachable during that meeting. In recent years, technical 
functions (Unified Communications) have also come along 
which provide availability information regardless of 
geographical location. We can use these functions to keep 
a precise eye on which colleagues are logged in, at what 
times they’re available and how they would prefer to be 
contacted.

T h a n k s  to  d i f f e r e n t  k i n d s  o f  c lo u d  s e r v i c e s ,  it is also possible 

to work far removed from the office environment, and to 
access documents wherever we are – at work, at home or 
on the other side of the world.

H o w e v e r ,  w e  k n o w  t h at  m a n y  c o m pa n i e s  d o  n ot  m a k e  f u l l  u s e  o f 
t h i s  t e c h n o lo g y .  Our drive always to be available – anytime, 
anywhere and in any situation – is often greater than our 
desire to turn our notifications off for a while and focus on 
the task at hand. It is likely that less than half of us, 
managers and decision-makers included, use the services 
the company has invested in to help us work more smartly 
and efficiently. There is also an evident tendency that 
businesses and individuals find it increasingly hard to 
‘switch off’ as our lives become more and more connected. 
It has become standard to carry our technology with us 
wherever we go, and to be on constant standby for 
incoming traffic.

S o  w h at  h a p p e n s  when more and more of us carry this 
technology on our bodies? Is the wearables trend a threat 
to our working atmosphere and ability to concentrate? Not 
really if we’re talking about gadgets that discreetly register 
information about us, like our pulse or the number of steps 
we’ve taken. But we need to think carefully when it comes 
to smartwatches that feed us all kinds of information.      
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The early adopters who have already tried living and 
working with smartwatches have an idea of the challenges 
that lie ahead. People checking their watches every few 
minutes in a meeting can be just as annoying and 
distracting as a phone suddenly ringing. It creates stress 
and does nothing to foster a good atmosphere. Therefore, 
the smartwatches and all other new technology  r e q u i r e  a 
l o t  o f  d i s c i p l i n e  if we are to be present in the moment. 
Quite simply, we must change our habits and behaviours 
if we are to succeed.

A s  a n  o p e r a to r  and expert in communication solutions, we 
must be better at educating our customers about the 
advantages of using technology in an efficient, sustainable 
way. For example, the small time-investment needed to 
learn how to use a mobile switchboard service produces 
major gains in the long run, in the form of higher 
concentration levels and less stress among the workforce. 
Combined with clear guidelines and policies for the use of 
technology, this could entail serious improvements in 
productivity and efficiency – and indeed people’s health.

At  t h e  s a m e  t i m e ,  w e  a l s o  b e l i e v e  t h at  e m p l o y e r s  must 
be more aware of the consequences of the perpetually 
connected working life, and what happens in the brain if 
we are constantly ‘switched on’.

The honeymoon is  over .
It ’s  t ime to lay the best 
poss ible foundat ion for 
employees to focus , 
perform and feel well in 
a perpetually connected 
work ing env ironment 
– what we call Workfulness.	   - - - - - - - - - - - - - - - - - >



Creating a healthy digital working environment.

workfulness
CHAPTER 5
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The key to Workfulness is  managers and 
employees work ing together to change 
hab its and behav iour patterns  when it 
comes to technology and informat ion 
management . 
By following and being inspired by the programme on the following pages, 
companies can create a healthy digital working environment.



§ Tools for managers/                     
dec is ion-makers
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§ 1  Spread knowledge about why 
it is important to have rules and 
policies for the use of technology.
Everyone needs to understand their own behaviour, and which functions in the brain 
control us. Only then will the company’s employees be receptive to change and open    
to new ways of using technology.



§2 I ntroduce mob ile        
phone-free meet ings .
Do not bring mobile phones, or ideally any electronic devices, into the 
meeting room unless it is absolutely necessary, for instance when 
giving a presentation. 
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§3  I ntroduce s ilent mode as standard , 
espec ially in env ironments where 
employees s it near each other . . 
Avoid annoying beeps and ringtones in open-plan offices.



§4 Avo id mob ile phone calls 
in open-plan off ices .
Anyone who needs to make or take a call can go elsewhere so as not to disturb 
their colleagues. 

WO
RKF

ULN
ESS



§5  Def ine clear t ime intervals 
and expectations at the work-
place for answering e-mails , 
text messages and phone calls .
What does ‘reply promptly’ mean? Does it mean within minutes, hours, or even 
24 hours? 



§6 Def ine expectat ions on 
ava ilab il ity outs ide of 
off ice hours .
Be clear about the rules also outside of regular working hours, such as 
evenings and weekends.
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§7 Encourage employees to make use 
of the techn ical solut ions that are 
ava ilable at the workplace  
for managing and sorting incoming calls and messages, such as mobile switchboard services and 
e-mail autoreply. Make it a habit always to switch off mobile phones and other devices before a 
meeting. 



# Advice for ind iv idual 
employees
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#1 Make it a hab it always 
to switch off your mob ile 
phone and other dev ices 
before a meet ing . 
Ideally, do not bring any technology into the meeting room.



#2 Sw i t c h  o f f  a l l  s ound 
s i g n a l s  o n  mob i l e  p hon e s , 
P C s  a n d  oth e r  e l e c t ron i c 
dev ices dur ing off ice hours . 
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#3 Block all d istract ing 
pop-up windows and push 
not if icat ions on your PC 
and mob ile phone .



#4 If you work in an open-
plan office, make it a habit 
to go somewhere else to 
make or take a call. 
Ideally use a separate room for phone calls if possible.
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#5 F ind out how well you 
use your bra in capac ity 
dur ing a work ing day, 
by comparing your energy curve to your work tasks (see the exercise later 
on in this chapter). You may find you read your e-mails and check Instagram 
when you’re energy levels are at their highest, when you should really be 
focusing on your most important work tasks.



#6 Introduce set ,  ind iv idually 
customised t imes for e-ma il , 
text messages and phone calls ,
rather than having a constant influx that takes the focus away from other work tasks.
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#7 Be sure to completely 
put down all technology 
for a while every day. 
Your brain needs rest if you are to perform at your best in important work 
situations. 



EXERC ISE
Using an exercise where we chart our energy levels over the course of 
a working day and then compare it to our work tasks, we can gain 
important insight into how well we use our brain capacity. We can 
then establish better, more efficient work procedures and learn to use 
technology more smartly.
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R IGHT TASK AT THE R IGHT T IME?



W H AT  T O  D O :

1 /Make  a graph where the     
X axis shows the 

working day (time), and the Y axis is 
your energy level (0-100%).

2/Assess your energy 
level at each 

time, where 100% is maximum energy 
and 0% is minimum energy.

3/Keep a work diary, making 
a note of all events 

and work tasks during a typical 
working day. Describe all kinds of 
activities in as much detail as possible, 
the time at which they occur and how 
long they last. This could be anything 
from meetings and phone calls, to 
coffee breaks and quick chats with 
colleagues. Grade the work tasks 
based on how energy demanding 
they are, 0-100%.

4/Compare  your energy 
curve to your 

work diary and see how closely they 
match.

5/D iscuss  with your 
colleagues, 

especially the ones you work closest 
with, how you can use these insights 
to bring about positive change.

Y o u  m a y  d i s c o v e r  that simpler work 
tasks are done at times when your 
energy and brain capacity are at 
their peak; that you spend your 
‘super hour’ between 9 and 10 
drinking coffee and replying to ten 
low-priority e-mails, while the hour 
between 11 and 12, when you’re 
starting to get tired and think 
about lunch, coincides with an 
important customer meeting.

T h e  l o w e r  o u r  e n e r g y  l e v e l s ,  the 
more we are driven by our reptile 
brain. It is in these situations that 
we most easily fall into daydreaming 
and looking for immediate reward. 
This considerably increases the risk 
of picking up our phone during a 
meeting and getting carried along 
in an unimportant activity.

B ot h  i n d i v i d u a l s  a n d  b u s i n e s s e s  have 
a lot to gain in terms of time and 
energy by focusing on the right 
task at the right time.
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Interested in finding out more? Please contact us and we’ll be happy to help!

telenor.se/workfulness • jobbasmart.se@telenor.com

IT’S TIME TO WORK SMART.  
IT’S TIME FOR WORKFULNESS.






