Management summary
Limacon is a marketing agency that provides services in marketing, sales, event management
and business digitalization. The company consists of 21 employees, 5 of which are the
managers of the five main departments of the company – marketing, sales, events, web and
administration. The target customers of Limacon are in the B2B market with a focus on
production and distribution, e-commerce and SaaS companies on the Bulgarian and the
International market.
The monumental shifts of the past year towards remote working affected countries, industries,
companies and individuals. Remote work is a new trend that creates a need for awareness,
resources, tools, policies and new company operations (William, 2021). As a result of the
global trends around remote working and the global pandemic that was a driving force to it,
the management team of Limacon started to look for ways to embrace this shift and set a goal
for the company to transition to fully remote working by 2022. The goal is to optimize Limacon’s
processes, create a productive working environment for their employees and benefit their
clients. This defines a need for findings on remote work for Bulgaria, supporting guidelines for
optimizing the remote processes, digital tools to support remote operations and a way to
organize the whole process in the form of a policy.
The research was drawn so that these needs are satisfied. The research consists of desk
research, qualitative and quantitative research in the form of a survey with open-ended and
close-ended question as well as interviews with the decision-making representatives of the
management team of Limacon. 295 survey responses were collected and 3 interviews were
conducted. The findings were designated according to the research questions based on the
needs and the problem outlined.
The preliminary research outlined global and general context elements such as economic
development, geographic location, cultural factors and activities’ potential, drivers in particular
remote work trend, freelance workforce growth and the COVID-19 pandemic. Moreover,
benefits for employers, employees and clients revolving around lower cost, employment
attractiveness, personal gains and lower risk were outlined. Some challenges for remote work
such as legal issues, communication and distraction, work performance and company culture
were listed. While as per the field research statistical findings the Bulgarian trends for remote
work match the global preliminary findings of the desk research.
The guidelines for both employers are setting goals, assigning responsibilities, communicating
standard operation procedures (SOPs), ensuring regular checkups in order to overcome the
main issues of remote working. The general guidelines for employees revolve around their
workspace and technical conditions, preventing distractions and establishing habits.
A list of tools is suggested to support the remote working processes of the departments in
Limacon. The suggestions are for Administration - document signing and scanning, for Human
Resources - real-time and video communication as well as rewards and recognition, for Sales
- engagement, sales dialer and remote prospecting, social media management software for
Marketing, Customer Relationship Management software for CRM, for Project management project management software, for IT – security tools, for Finance and accounting - remote
accounting software and Additional suggestions to support remote operations.
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A Remote Work Policy template was provided based on the needs of Limacon. The template
is to be implemented by Limacon as well as provided to their partners and clients in cases
when needed to further sport their business optimizations and further digitalization.
The best strategy for Limacon to transition smoothly to remote work is to increase the
awareness on the topic of remote work within the company as well as among their partners
and customers, provide supporting materials such as guidelines and tools, set up a remote
working policy.
The suggestions given to the company based on the research findings are as follows:
(1) Increase awareness of remote working
The more the public especially the SMEs in Bulgaria are familiar with remote work the more
they would be ready to embrace it and benefit from it. The campaign should be aimed towards
SMEs as Limacon’s target clients and partners fall into this category and can be organized as
a designated campaign by the marketing department of the company.
(2) Implement the guidelines and digital tools
The list of guidelines, resources and tools that benefit the remote processes in a company,
provided by the research is to be implemented and put into a test run by the fully remote
transition of Limacon in 2022.
(3) Set up a Remote Work Policy
Setting up a company-specific policy based on the template provided by this research would
guarantee compliance with laws and regulations, would establish a company culture, structure
and routine and would ensure quality of work.
(4) Create an event on the topic of remote work
Organizing an online event to present the findings of the research to the customers and
partners of Limacon would be a considerable opportunity, a source of lead generation and a
chance to present the expansion of the company’s expertise.
This recommendation has been already put in place, as an online event is in the process of
being organized. The event aims to increase awareness on the topic and familiarize the public
with this resource that Limacon would be providing to its customers.
(5) Create remote work operations service
A long term recommendation is to create a new service targeting companies in transition to
remote work or completely remotely operating. This service is an entirely new business
opportunity that would increase the customer potential, would increase the brand recognition
beyond the current services and would give Limacon a bigger market share as well as better
positioning in the national and international market.
The findings of the research have been presented to the company in the form of a Remote
Work Guide. The guide is a 25 pages long PDF file that contains the context elements, drivers,
benefits and challenges as well as the guidelines, tools and policy template. It is presented in
an attractive visual form and intended to be shared with the team of Limacon, sent out to a
designated list of survey participants and provided as an additional resource to current and
future clients and partners.
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1. Preliminary research
1.1 Company and product analysis
Limacon is an external marketing and sales agency working with Bulgarian and International
companies in the field of marketing, sales, business digitalization and event organization
(Limacon, 2020). The company was found in 2016 and is currently situated in Plovdiv,
Bulgaria. It was co-founded by Ivan Bondokov and Valentina Kutseva. The company has five
main departments – marketing, sales and HubSpot, events, web and administration.
The marketing department of Limacon consists of ten people in total, which includes two
account managers, three graphic designers, three community builders and two online
advertisement specialists. They provide the service of an "external marketing department" to
medium and large companies of any sort in Bulgaria and internationally (Limacon, 2020). The
main activities of the department are overseen by one of the co-founders – Valentina Kutseva.
The sales team of Limacon consists of five people currently – one sales specialist, two
HubSpot and CRM specialists and two interns. Limacon is a solution partner of HubSpot for
Bulgaria and provides services for optimizing sales processes (Limacon, 2020). The main
activities of the sales department are supervised by – Ivan Bondokov, a co-founder of the
company.
The event management department consists of two people – an event manager and a strategy
analyst. They provide service for internal and external event organizing for companies like
Schneider Electric, ABB, LIEBHERR, Latecoere, Allianz, Expressbank, EVN, Reward
Gateway, AVON, Trakia Tech, Trakia Economic Zone, Stabil Group and many others
(Limacon, 2020). The event manager Mariya Dalemska reports the main activities of the
department to both of the co-founders.
The web department includes a web development manager as well as a web administrator.
This department provides website building, optimization and administration to the clients of
Limacon. The manager of the department Ivelin Banchev reports the activities of the
department to the two co-founders.
The administration department consists of an administration manager and a project manager.
They both are members of the decision-making board of the company alongside the two cofounders. Their main responsibilities are in regards to the internal work of the company,
alignment of the teams and in-time execution of the work.
The current goal of the company and its 21 employees is to earn around 800 000 leva per
year in revenue that comes from their core activities. Their clients and projects are in the B2B
market with mainly production and distribution, e-commerce and SaaS companies in the
Bulgarian and the international market.
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1.2 Preliminary research
The term remote work further known as work from home, work from anywhere, telecommuting
is a kind of working arrangement that allows workers to execute their job responsibilities
flexibly from any remote location. Such arrangements can differ from temporary to permanent,
part-time, full-time or occasional (Gartner , 2021).
On a global scale, there are various context elements and drivers for remote work. Remote
work is one of the fastest-growing workforces for the recent decade with a 159 percent growth
from 2005 until now on a global scale (MerchantSavvy, 2020). It is a phenomenon that
provides companies, employees, employers and customers with various benefits, however, it
still has the challenges of a new concept.
1.2.1 Main concepts
The context elements provide a broad understanding of a given situation, a phenomenon, a
new concept or something generally unfamiliar (Viswanathan, 2018). Most often the context
elements provide a predisposition for the drivers, which are elements that are more specific to
a given situation, time period, country or some other kind of other restrictive factors
(Viswanathan, 2018).
1.2.2 Context elements
Economic development
It is reported that one-fifth of the workforce in the developed economies can work fully remotely
(Lund et al., 2020). According to the Massachusetts Institute of Technology well-developed
countries such as Belgium, Canada, Sweden and the US, that have better access to the
internet, a good variety of occupations and pro-workers policies manage better remote working
(Siripurapu, 2020). In developing economies where employment is relying more on jobs
related to agriculture, manufacturing and retail, defined by manual or physical labour there is
a fall in the possibilities for remote working (Lund et al., 2020). When it comes to
telecommuting, middle-income countries are often held back by lower internet quality and
access, having many intergenerational households with young kids or old family members
(Bana & Benzell, 2020).
Geographic location
According to research from 2020 on how remote working can differ across different locations,
a large part of employment is able to transfer to remote mode easier in some places than in
others (Dingel & Neiman, 2020). Furthermore, a study on the potential of remote working
within 27 EU countries, Switzerland, Turkey and the US shows that there is a big difference in
the potential of remote working that differs between countries and cities. In Luxembourg, up
to 50 percent of the employed population is able to work remotely, while, only 21 percent of
the employees are able to do so in Turkey (Özgüzel et al., 2020). Eurostat reported that the
Netherlands is the country with the most remote workers with Finland, Luxembourg and
Austria following with similar results. At the same time, home office rates are far lower in some
regions of Eastern Europe and were highly uncommon in Bulgaria and Romania (Walkama,
2020).
Cultural factors
One of the most common differences that are faced between different cultures in a remote
setting is the role of context when communicating (Walkama, 2020). In high-context cultures
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such as Japan, China, France, Spain, Brazil, Bulgaria the non-verbal communication like
gestures, handshakes and body language is the most valuable part of the conversation and
working remotely imposes a challenge in capturing it (Hofstede-Insights, 2021; Walkama,
2020). While low-context cultures like the US, Canada, Germany are more focused on verbal
communication and are viewed as too direct when expressing ideas especially when
communicating online (Hofstede Insights, 2021; Walkama, 2020).
Activities Potential
The activity mix, the physical, spatial and interpersonal context defines the potential for remote
working (Lund et al., 2020). Physical activities that require fixed equipment such as care
providing, working and operating machinery, operating with lab equipment or customer
transaction processing cannot be executed remotely (Lund et al., 2020). Nonetheless,
information collection and processing, communicating, teaching, counselling, coding and
suchlike can be done remotely easier (Lund et al., 2020). McKinsey constituted that remote
work potential is mainly focused on a few sectors. The highest potential is in the finance and
insurance sector, management, business services, and information technology (Lund et al.,
2020).
1.2.3 Drivers
Remote workforce trend
Research shows that 42 percent of the working-class population that is provided with the
possibility to work remotely is ready to embrace that possibility more and more in the upcoming
5 years (Owl Labs, 2019). For 2019, 16.1 percent of the employed citizens of the European
Union could work remotely. Unfortunately, the situation is rather different for Eastern Europe
in Bulgaria where the lowest share of remote working individuals was recorded among all
member states (Statista, 2021). There is also a rise of fully remote companies with more than
50 of the world largest companies going fully remote working, this includes companies like
Twitter, Hitachi, Slack, Siemens, HubSpot, Gett, Pinterest, Deutsche Bank, Coca Cola India,
Microsoft, Dropbox and Spotify (Build Remote, 2021). Additionally, countries and governments
support the remote working trend. For instance, Estonia announced the development of a
digital nomad visa that will provide the opportunity for anyone who works remotely to stay in
Estonia for a whole year (Spinks, 2018). Another example is the Governor of Vermont, Canada
who is providing anyone who is working remotely and willing to move to Vermont with $10 000
from the government reserve (Bach, 2018).
Freelance growth
Freelancing has become one of the most trendy, popular and highly viable ways to make a
living for the future work class - Generation Z. Since 2014 freelance workforce growth in the
US alone has accelerated three times (Deutschkron, 2017). In Europe, the European
Commission has announced that freelancers are now a new category on its own within the
definition and legislation for businesses. For the EU labour market, this segment is the fastestgrowing, as it has had a 45 percent rise since 2000 (Liedke, 2021). In the UK alone, freelance
workers in the period from 2001 to 2017 contributed over £275 billion to the British economy
(Bromley, 2019). In the US for 2019, over 57 million US workers committed to freelancing
which is 35 percent of the total US workforce (Liedke, 2021).
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COVID-19 pandemic
At the beginning of 2020 companies had to quickly adapt their business operations under the
shocking effect of the spread of the coronavirus. Many countries also had to support the
business and workforce in the country by making changes, which resulted in millions of people
now working from home (Sharkey, 2021). Germany for example is introducing a new legal
right for its citizens to work from home as a consequence of the pandemic. Another European
country that has already introduced remote working as a legal right is Finland, where remote
working is very well culturally incorporated (Walkama, 2020). COVID-19 has accelerated the
adoption of fully digitized approaches to work and business operations (Agrawal et al., 2020).
1.2.4 Benefits
Remote work provides various benefits that can be viewed from the employer, employee and
client perspective. It enables companies across all industries to mitigate their local labour
shortages and skill mismatches in times when digitalization and innovation processes increase
the requirements for technical skill and specialized knowledge (Agrawal et al., 2020).
Moreover, it provides various tangible and intangible benefits for employees and clients.
Benefits for the employers
Research shows a 21 percent higher profitability of companies that operate remotely as
remote worker contributes positively to the companies growth and profitability overall (Farrer,
2020; Gallup, 2017). Office space is one of the biggest expenses for many companies,
therefore by transferring to remote work a company can save up to $2 000 per employee on
real estate costs (Reiners, 2021; WeWork, 2020). Furthermore, remote work allows employers
to embrace diversity and inclusion by reaching personnel from different socioeconomic,
geographic and cultural backgrounds, which can be a challenge to accomplish if recruiting is
restricted to a certain location (Courtney, 2021). A Stanford University study concluded that
remote working improved employee’s productivity across a variety of different fields (Bloom et
al., 2015). It is also reported that 72 percent of employers notice remote work’s highly positive
impact on employee retention as they are more likely to opt to stay at their position if they are
provided remote work options (Courtney, 2021). Being able to attract and retain employee
talent is a key differentiating factor in the current competitive business world and remote work
can play a positive role in that (Gallup, 2017). Additionally, 7.8 billion miles aren’t travelled
each year, 3 million tons of greenhouse gases are being avoided and oil savings have reached
$980 million additionally to remote workers having the same positive impact on air quality as
planting over 91 million trees (Courtney, 2021).
Benefits for the employees
72 percent of Owl Labs survey respondents in 2019 agreed that the ability to work remotely
resulted in less stress from work as well as 77 percent reported that working remotely helped
them establish a healthier work-life balance (Owl Labs, 2019). A study from 2011 showed the
stress levels for employees who work remotely are 25 percent lower, they had a healthier diet
and better work-life balance (White, 2019). FlexJobs and Global Workplace Analytics report a
higher salary for remote workers compared to the employees who work on location
(Howington, 2018). Additionally, 30 percent of remote employees say they manage to save
more by cutting down on on-site work expenses and work travel (Bump, 2021).
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Benefits for the customers
Some of the benefits of remote working for clients are time flexibility as they do nott need to
commute and online meetings are often better organized (Jackson, 2020). A more diverse
international team working from different time zones and different location can provide a fast
and all-inclusive 24/7 service. Moreover, the company can provide a better talent pool to its
clients when hiring remotely (Remote Agency, n.d.). Clients expect on-demand services, the
virtual operating companies give an opportunity to meet that demand with lower risks and
higher effectiveness and efficiency (Jackson, 2020).

1.2.5 Challenges
A study on remote work shows that 27 percent of remote workers cited communication as their
number one challenge (Sharkey, 2021). 19 percent of remote workers report loneliness and
isolation as one of their biggest issues at this form of work (Owl Labs, 2019). A study cites that
disturbances at home impact productivity up to 27 percent(Sharkey, 2021). According to
research on marketers in large enterprises around 61 percent said that keeping your creativity
is a critical or significant challenge when working remotely. Performance management is cited
as a challenge by 57 percent when it comes to working remotely (Sharkey, 2021). One of the
obvious challenges in a completely remote operating business is building a company culture
and establishing a sense of belonging for employees (Choudhury et al., 2020).

1.2.6 Conclusion
The context elements economic development of a country, its geographic location, the cultural
predisposition of its society and the different potential of activities for remote executions
provide a broad factor for the development and the growth of the remote work phenomenon.
Similarly, the more narrowed down drivers for remote work in terms of the global trend for
remote working, the growth of freelancing as well as the most recent COVID-19 pandemic
have created a further implementation potential for this working setup. The exploring of this
working arrangement has provided various benefits specific for employers, employees as well
as clients. It cannot go without mentioning the challenges that it brings and the needs that it
creates.
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1.3 Problem analysis
The decision-making board of Limacon have noticed the global trends around remote working
and its benefits. They want the company to embrace these benefits in order to optimize its
processes, create a productive working environment for their employees and benefit their
clients. This created a need for new resources, further improvements and various ways to
overcome general business challenges to working remotely. In particular, Ivan Bondocov, one
of the cofounders described the lack of awareness, the need for further information and
research on the Bulgarian market and recourses when it comes to remote work for Limacon
and their clients.
Limacon has the goal to transition to fully remote working by 2022. Therefore, the company
needs some further improvements in order to have a more organized and smooth transition.
The situation for Limacon calls for more information on remote working in general in terms of
the situation globally as well as in the country in particular. Additionally, the different
departments of the company would benefit from improvement on the operations by the
implementation of some guidelines, digital tools and further suggestions. Moreover, these
changes would have to be presented and set for the internal use of the company in a way
accessible for current and new employees.
The recent and ongoing COVID-19 pandemic created a need for rapid changes in the
organization designs. In that context, organizations struggled a lot with adapting to working
remotely full time rather than having this option as a privilege to a few as it was before
(Minervini, 2020). After the initial shock of the sudden change, leaders of global companies
worldwide viewed this new way of working as a great long term opportunity (Agrawal et al.,
2020). And given that corporate leaders worldwide see the benefits of remote work to the
sustainability of brands and businesses, and recognize its added value for the world,
investment in the development of this as a resource is significant (Farrer, 2020). Limacon and
their clients were similarly affected by that. The experience they got from having to undergo
remote working as a result of the national lockdown has additionally highlighted the potential
of remote working, but also the need for improvement, further guidelines, resources and
information.

1.4 Information gaps
The context elements in terms of economic development, geographic location, cultural factors
and activities’ potential combined with the drivers like remote work trend, freelancing growth
and the COVID-19 pandemic outline the global driving forces behind remote work. There are
also benefits for employers, employees and clients as well as challenges for companies when
it comes to it in a more generalized point of view. In order to support the remote transition of
Limacon and satisfy the needs that they and their clients have in terms of remote working
theoretical information, practical tools and resources were collected. In that process, four
underlying information gaps needed to be taken into consideration: (1) collect findings for
remote work in Bulgaria in reference with the preliminary research, (2) general guidelines to
be suggested for a remote work setting for employers and employees, (3) digital tools that can
be used in the remote work process that are essential and/or beneficial, (4) a remote work
policy to support the processes of remote work in a company.
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1.5 Research questions
The information gaps addressed can be filled by answering the following questions:
Sub-question 1 - What are the statistical findings on remote work for Bulgaria?
Sub-question 2 - What general guidelines could be suggested for employers and employees
in a remote work setting?
Sub-question 3 – What tools are beneficial for remote work per department?
Sub-question 4 – What elements are essential for a remote working policy?
The main research question, therefore, is – What is the best strategy for Limacon to transition
smoothly to remote working?

1.6 Project aim
The project aim of the research is to (1) create supporting resources for the remote transition
of Limacon, (2) increase awareness and (3) provide supporting materials for other client or
partner companies in order to increase the expertise of Limacon.
To begin with, this research aimed to provide insight into the context elements, drivers,
benefits and challenges of remote work on a general scale, suggest guidelines for employers
and employees, digital tools per department as well as remote work policy template elements
based on research findings for Bulgaria. To do that literature reviews, field research and
analysis was conducted. The topic of the research as well as the final deliverable was
requested in a discussion with the management team of Limacon and was further supported
by the needs outlined by the preliminary desk research.
The needs that this research satisfies are start with predefined ones such as the desire for the
remote transition of Limacon and further outlined by the research as the need to improve
awareness and provide resources for remote operations. The results and insights from this
field research helped outline guidelines and tools that can be useful for remote work based on
the difficulties remote working employees had experienced. Furthermore, the findings of the
desk and literature research prove insights into the challenges and the benefits of remote
work. Additionally, the findings of the research were used in order to compose the building
elements of a remote work policy for companies to use.
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2. Research approach
2.1 Approach per information gap
The four information gaps already mentioned were answered by using the means of desk
research, qualitative and quantitative research. Information gap 1 focused on supporting the
findings of context elements, drivers, benefits and challenges was answered primarily through
survey results analysis. Information gap 2, 3 and 4 were fulfilled by conducting interviews with
representatives in a decision making position from Limacon, analysis of the survey qualitative
and quantitative findings, personal communication with employees at Limacon as well as
supporting desk research.
The research on the Bulgarian trade and service industry was to reveal whether the situation
in the country matches the global trends outlined by the preliminary research or not. Literature
review in the form of exploring existing information on the topic of the research was used in
order to establish a foundation of knowledge on the topic, outline the main methodologies &
research techniques used and define the need for additional field research (Upstate University
of South Carolina, 2021).
The field research was conducted in the form of a survey with open and close-ended questions
as well as semi-structured interviews. The survey was used to collect information from a large
sample of the chosen population, in a more inclusive, less expensive way. Moreover, openended questions in a survey allow for a qualitative data collection of ideas that would not
otherwise be able to be accessed and provide additional insight when the researcher is not
priorly familiar with the subject (Glasow, 2005). Additionally, close-ended questions are easier
to quantify, provide quantitative data that can be converted into graphs and indicators at high
accuracy (Dossetto, 2021).

2.2 Data collection
2.2.1 Survey sample
The research is based on the population of all employed in the non-financial sector in Bulgaria
for 2019. The last publically available statistics from the National statistical institute in Bulgaria
are from 2019 and show a total number of people employed in non-financial institutions as 2
210 488 people (National statistical institute, 2020). The whole population could be statistically
divided into 5 subpopulations: (1) agriculture, forest and fishing sector, (2) manufacturing
sector, (3) construction sector, (4) trading sector and (5) service sector. The research is only
taking into consideration people employed in the trading and service sector as they have the
biggest potential for remote work. Moreover, this research took into consideration the total
number of people employed in trading and services which is 1 363 584 as a sub-population
as it matches the client profile of Limacon. The total number of people employed in trading
corporations in Bulgaria for 2019 have been 497 905 people. Moreover, there have been 200
342 people employed in the service sector by 2019 in Bulgaria (Appendix 1 – Survey Sample
Sources).
The sample reached with the survey was 3 000 people and 295 responses were collected
(Appendix 2 – Sample Calculations). This sample was composed of the whole contact list of
Limacon LTD, a random selection of working professionals from the researcher’s personal
network as well as working professionals reached through LinkedIn. Having this homogeneous
sample of the sub-population ensured a satisfying reliability rate.

11

The contacts of Limacon were reached through a marketing email build and sent by HubSpot
(Appendix 3 – Survey Email Statistics – HubSpot). Working professionals with relevant
experience and employed representatives from the given sub-population were reached
through LinkedIn, personal social media and direct contact. All responses were collected by a
google form survey and data was collected in a linked google spreadsheet.
2.2.2 Interviews sample
The population that was considered for the conducted interviews was the management team
on Limacon. At the moment when the research was conducted, this amounted to 5 people in
total. The research only took managers that are active participants in the decision-making
process for the company as a subpopulation with a total of 3 representatives. By having a
homogeneous sub-population high reliability was ensured. As the scope and resources of this
research allowed it an interview was conducted with each individual belonging to the subpopulation. Interviews were arranged and conducted in person at the Limacon Office in Plovdiv
Bulgaria.
2.2.3 Personal communication source
The information obtained through personal communication was collected in the process of job
shadowing of the Limacon team. The subpopulation for that activity was representatives that
have been working at the same position for over a year, excluding newly hired employees,
interns or employees who have recently switched positions. That was done as to guarantee
that the experience reflected in that process is long term oriented and reliable. The total
number of people that participated in the job shadowing activity was 14. This was a major
task agreed upon with the in-company coach that resulted in a considerable amount of findings
for the professional product (Appendix 9 – Job shadowing agenda).

2.3 Data analysis
The field research included a survey with close-ended and open-ended questions. In detail,
the close-ended part of the survey consisted of a combination of dichotomous, multiple-choice,
semantic differential scale and checklist questions. Additionally, the open-ended questions
asked for the opinion of the participants or providing additional examples based on the unique
circumstances of the participant when needed.
In order to analyze the data collected from the survey, 5 main steps were followed: (1) collect
results, (2) filter results utilizing cross-tabulating subgroups, (3) interrogate the collected data,
(4) analyze the results, (5) draw conclusions.
In the first step, a google form was sent out as it allowed the data to be sorted out in a basic
statistical way and to also download the raw results so they could be further analyzed. The
next step was cross-tabulating the different sub-groups. What was interesting for this research
was to outline findings for Bulgaria after operationalizing the literature review findings from the
global scale. Moreover, the open-ended questions provided a source of further qualitative
data. Pivot tables and the VLOOKUP function in Excel were used in analyzing the data and
finding correlations. Conclusions based on the statistical findings and correlations were drawn
and results were used in the professional product execution.
For the qualitative research in the forms of interviews, the following steps were used: (1) collect
the data, (2) convert the data, (3) analyze the data and (4) draw conclusions. The 3 interviews
were conducted in person and audio-recorded on location in the Limacon office. Afterwards,
the audio recordings were transcribed using Standard Verbatim Transcription, which allows
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for a detailed transcription with light editing and creating a transcript that is highly accurate yet
not overloaded with unnecessary detail (IndianScribes, 2018). Afterwards, the interviews were
coded using inductive coding with a codebook based on the data collected (Spear, PhD,
2018). Afterwards, conclusions were drawn and the findings were used when preparing the
professional product for this research.

2.4 Operationalisation
The preliminary research has made clear that many variables play a role when the topic of
remote working is addressed. In the current paragraph, the concept and variables have been
presented as part of the operationalization table upon which the choice for survey and
interview questions has been based.
Concept

Variable

Indicator

Possible Questions

Measurement

Demographics

Position

-What are the different positions
representatives from the non-financial sector
occupying?
-Is the majority at a decision making level or a
staff level?
-What occupations are present in the chosen
subpopulation?

-What is your current position?

Position indicated

Number of
employees

-What sizes are the companies that fall in the
sub-population category?
-How big are the companies in the nonfinancial sector in terms of staff number?

-How many employees does the
company you work for have?

Number indicated

Geographic
location

-Are the companies in the sample local?
-Are there international companies that operate
in the non-financial sector in Bulgaria?
-What countries have extended their
businesses to Bulgaria?

-Where is the company you work Location stated
for based?

Experience

-Is the sub-population familiar with remote
working?
-What kind of experience do they have with
remote working?
-Experience with: (1) Having worked remotely
full time, (2) Having worked remotely part-time,
(3) Haven’t worked remotely at all

-Do you have experience
working remotely?

-What has been their experience while working
remotely?
-How would they rate their experience working
remotely?
-Experience rating: (1) I think I don’t do good
when working remotely, (2) I have completely
adjusted to remote working

-How would you rate your work
experience remotely?

Expertise in
remote work

Answer given
Yes/No

-What type of experience do you
have working remotely?

If yes:
Satisfaction

Personal
experience

Rating of personal
experience
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Challenges

Difficulties

Management
difficulties

-What are some major challenges of remote
working?
What are the main difficulties people
experience?
-What are the main difficulties related to
different departments/positions?
-Difficulties and challenges:(1) loneliness, (2)
distraction (3) difficult cooperation, (4) difficult
communication, (5) technical issues, (6) low
motivation, (7) difficulties establishing work-life
balance, (8) I don’t face difficulties or (9)
Other.

-What are your biggest
difficulties with teleworking?

-What challenged did the managers of different
departments face during remote work?

-What experience do you have
working remotely?

Mentioning of difficulties

-What are the biggest challenges
for remote execution of your job?

Challenges mentioned

-What challenges did you face
working remotely?

Support

Clients
‘difficulties

-What are the challenges clients face when
working remotely?

-What was the clients’ reaction
Difficulties explained
to remote work?
-What was done to prepare them
and guide them through this
process?
-How did you overcome these
challenges?

Tools

-What tools are used in a remote setting?
-What tools are used in different departments?
-What are the most used tools?
-Tools: (1)CRM,(2) Communication, (3)Online
meeting, (4)MS Office, (5)Google, (6)Project
Managemen, (7)Cloud storage, (8)Accounting,
(9)VPN tools or any (10)other

-What programs and tools do
Tools mentioned
you use to do your work
Tools used
remotely?
-What administration tools are
useful for remote work?
-What marketing tools are useful
when working remotely?
-What tools and practices could
be useful when working remotely
in term of Project management?
-Why did you choose teamwork
for the project management of
Limacon?
-How do you ensure that such
tools are used properly and
being beneficial?
-What other suggestions could
benefit remote working in a
company?

Habits
‘changes

-What changes in a person’s daily habits are
observed when working remotely?
-Daily activities like: (1) following a tight
schedule, (2)strictly scheduled daily activities,
(3)use more sticky notes,(4) using a daily
schedule app,(5) taking more breaks,(6) talk
with colleagues online, (7)use meditation apps,
(8)practice sport and exercise,(9) haven’t
changed my habits, (10)others

-How have you changed your
habits to adapt to work outside
the office?

Mentioned habits
changes
Changes in behaviour
Changes in routine
Changes in daily
activities

Operations

-What changes have been done in Limacon’s
operations to adjust to remote work?
-Why were SOPs needed?
-How do prepare the tea?

-How did you need to adjust the
operations in Limacon to adjust
to remote work?

Examples given
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Prospects

-How do you manage the situation?

-What are the steps towards
implementing SOPs?
-How do you ensure the success
of a new operations in a
company?
-How do you prepare the team
for such a big change?

Personal
opinion

-What is the general opinion about remote
work?
-What additional remarks people have to
make?

-What is your opinion about
telecommuting?

Opinion expressed

Positive
impact

-Are people aware of the positive impact of
remote working?
-What is the general opinion on the benefits of
remote working?
-What awareness can be brought on the topic
of remote work?
-What benefits are recognized by the public?
-Opportunities:(1)Ability to work remotely due
to disability, (2)Opportunity to work remotely
due to health condition, (3)Opportunity to work
remotely due to the need to take care of a
child/children,(4)Opportunity to work remotely
due to inability to travel, (5)Opportunity to work
remotely due to inability to visit an office,
(6)Opportunity to work remotely in a company
based on a different location from mine, (7)It
doesn’t

-Are you aware of the benefits
and advantages of
telecommuting?

Listed benefits and
advantages

Interest

-Do people have interest in working remotely?

-Are you interested in working
remotely?

Yes or No answer
provided

Conditions

-What are the general conditions for remote
work?
-What are people expecting from remote work?

-Under what conditions would
you work remotely?

Examples given

Personal
opinion

-What is the general opinion about remote
work?
-What additional remarks people have to
make?

-What is your opinion about
telecommuting?

Opinion expressed

If not:

Awareness

Prospects

-What opportunities do you think
remote work provides?

15

2.5 Reliability & validity
The reliability of this research shows to what extent the instruments used would ensure
consistent results if the measurements are taken multiple times under the same conditions
(Morrison, n.d.).

2.5.1 Survey
Reliability
Internal consistency is the type of reliability used for this research. It shows the consistency of
participants’ responses across the answers on a multiple-question measure. In other words, the
people who answered that they have experience with remote work reflect their experience and
people who did not work remotely should provide their insight on awareness of the topic and future
prospects (Taherdoost, 2016).
Validity
The validity of a survey measures its accuracy. In other words, it is the extent to which the survey
measures exactly what it is intended to measure. For this survey predictive validity is used
(Morrison, n.d.). Using the already established and validated results from three international
surveys report - Buffer’s “The 2021 State of Remote Work, Owl Labs’ “2020 State of Remote Work
Report (United States)” as well as Owl Labs’ “ 2020 State of Remote Work Report (UK)”. The
combination of the questions for this field research comes from the various questions asked in the
3 reports in order to determine if the results for Bulgaria match the international trends(information
gap 5) (Morrison, n.d.).

2.5.2 Interviews
The instrument used in this qualitative research is open-ended semi-structured interviews with a
formalised list of questions. The questions were drawn based on the operationalization of the
literature review on the topic of remote work. After conducting the interviews in either an audiorecorded version or a written version a transcription was prepared for each one using standard
verbatim transcription (Imtiaz Abd Gani et al., 2020). As a means to ensure methodological
coherence, the questions are ensured to match the method chosen, that matches with the data
collected and the analytic procedure. The sample of managers in a decision making position at
Limacon is appropriate as they well represent the research sample and have expertise on the topic.
After that, collecting and analyzing the data concurrently resulted in invalid theory development in
which the micro perspective of the results of the interview and macro conceptual findings of the
literature review match. All these verification strategies were followed in order to incrementally and
interactively ensure rigour (Morse et al., 2002).

2.6 Limitations
The limitations of this research revolve around the fact that it focuses only on the trading and
service sector in Bulgaria due to the time and resources limitations of the research. The
employment in the other sectors has not been taken into consideration since there is a lack of
information on what type of activities are actually considered in these sectors and what is the
remote execution potential of the activities they perform.
Another limitation is the fact that the research only takes into consideration Bulgarians employed
in these sectors regardless if they are employed in Bulgarian companies or in foreign companies
with offices in Bulgaria or work remotely for entirely foreign companies. It would be interesting to
exceed these limitations by extending the research and making the factors even more specific to
all the different sectors of employment in Bulgaria, however, this would require a longer research
period, a bigger research team and more resources.
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3. Results
Processing the results of the preliminary research led to sub-question 1 on the statistical
findings on remote work for Bulgaria, sub-question 2 about the general guidelines that could
be suggested for employers and employees in a remote work setting, sub-question 3 on tools
that are beneficial for remote work per department and sub-question 4 focused on the
elements that are essential for a remote working policy. Collectively the findings on the subquestions provide the information needed to outline the best strategy for Limacon to transition
smoothly to remote working. The results from the field research provide support to the findings
of the preliminary research, insights on the guidelines and tools used for remote work as well
as the expressed need for a policy of remote work.

3.1 Preliminary research support
Activities potential
As seen from the preliminary research the activities’ potential is one of the context elements
of remote work. Some work activities have a better potential for remote execution depending
on the physical, spatial and interpersonal factors; similarly, some people in specific positions
have higher remote working opportunities (Lund et al., 2020). The findings for Bulgaria from
the survey support that notion showing us that higher management positions and fields like
IT, business services and teaching have higher opportunities for remote working (Appendix 5
- Survey Findings – correlations).
Remote work trends and COVID-19 Pandemic
As seen in the preliminary research Bulgaria used to be one of the countries with the lowest
remote work opportunities in the EU (Statista, 2021). The qualitative research in the form of
open-ended survey questions supported the fact that remote working is not a common option
provided by Bulgarian employers. Moreover, among the most frequent responses when it
came to remote work opportunities was the COVID-19 pandemic as a driver for change.
Among the answers of the qualitative research, this was one of the reasons why many people
got to transfer to remote working and why this was introduced to them in the first place.
Benefits
Retention of human capital was one of the benefits outlined by the preliminary research on
remote work (Courtney, 2021). Evidence in support of that notion can be seen from the field
research. 70 percent of the participants that do not have remote work experience express
interest in remote working. Moreover, when asked under what circumstances they would
consider remote work - “having this option provided by their employer” was chosen 29 times
making it the most frequent answer.
One finding of the remote work survey was that remote employees highly benefit from the
freedom that this form of work provides. 26 people explicitly state freedom as one of their
biggest benefits when working remotely. Moreover, as stated by the preliminary literature
review finances in the form of salary and savings is one of the benefits of remote work. In the
survey answers, 14 people stated that lower costs and the positive impact on their personal
finances were an advantage in a remote work setting. Additionally, when asked about the
conditions under which they would consider remote work 26 participants stated lower costs as
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a criterion, making it the second most popular choice after having this option provided by their
employer (Appendix 4 – Survey Findings- question-by-question).
Challenges
The field research suggested a few further challenges of remote work for the Bulgarian market.
First of all legal issues caused by the legal system in the country not being designed to
consider the remote work setting was suggested (I. Bondokov, personal communication, April
1, 2021) (Appendix 9 – Job shadowing agenda). Different legal systems require different
alterations to adjust to remote work on demand (Gera, 2020). As per the Bulgarian Labour
Code, it is the employer’s responsibility to provide the necessary equipment for their
employees and ensure that they have access to all essential technical and communication
tools and channels to perform their work appropriately. In case that these requirements are
not met employees may lawfully refuse to fulfil their responsibilities. The same regulations
apply when working from home or remotely. Another regulation from the Bulgarian Labour
Code is concerned with the occupational health and safety of remote employees. In the case
of remote work employers remain responsible for providing safe and healthy working
conditions even though employees are not working on location. (Tsifudina & Ivanova, 2020)
Furthermore, employers and managers face challenges when it comes to performance
management (Kutseva, 2021). Employers should find a way to overcome the challenges of
the new way of communication, information transfer and transparency. For example, a way of
transparent compensation is always suitable for situations where employees' contribution is
traceable, observable and directly connected with a given individual. But in situations where
work is performed from a great distance via online platforms and suchlike that cannot always
be ensured. An additional challenge is also a decomposing individual effort into a team. This
is a factor many prize competition companies struggle with (Boss et al., 2019).
Additionally, some of the challenges outlined by the initial literature review that was supported
further by the field research were the communication as well as company culture difficulties.
22 percent of the participants in the survey pointed to communication as one of their biggest
challenges when working remotely, in addition, 5 participants further commented on their
communication challenges when asked about their opinion on remote work. In an interview,
the co-founder and manager of Limacon shared the difficulties of establishing and keeping
appropriate company culture in a remote setting (Kutseva, 2021).

3.2 Guidelines for remote work
Guidelines for employers
To outline the guidelines for employers, two interviews were conducted. The findings of these
interviews presented four general guidelines. First of all, setting the right expectations, defining
the end goals, assigning ownership and deadline as well as familiarizing the team with the
standard operation procedures (SOPs) for the company is of great importance (Ilieva, 2021)
(Kutseva, 2021). Next, regular checkups with the team regarding well being and issues
prevent larger challenges from arising especially in a remote setting (Kutseva, 2021).
Following this guideline has been beneficial for the management team of Limacon. What
Valentina Kutseva shared in the interview is that there have been multiple instances where
regular check-ups were a source of feedback on various undergoing issues and that was the
way to identify them early on and find a way to solve the situations. That could be further
implemented by the general management in a lot of companies. Regular feedback and
constructive suggestions are among the things managers can benefit from when working
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remotely (Kutseva, 2021). Lastly, open communication through the right means is beneficial
for the management of people as well as for the whole team dynamics (Ilieva, 2021) (Kutseva,
2021). These suggestions aim to assist in overcoming the challenges faced during remote
working by organizing the performance management, establishing transparent and strong
company culture and preventing communication fallbacks.
Guidelines for employees
A combination of the survey results, especially the answers to the open questions, personal
communication with employees of Limacon as well as literature review suggested a number
of general guidelines for employees when working remotely. Establishing a safe, private and
comforting space equipped with the right ergonomics was suggested by 21 of the respondents
in the survey as something that helped them adjust properly to remote work. Moreover,
internet connection and technical conditions was a suggestion made by a Limacon employee
that has experience working remotely extensively (I. Banchev, personal communication, April
28, 2021) (Appendix 9 – Job shadowing agenda). Additional suggestions were made regarding
overcoming distractions that were further backed up by literature. Creating a routine, blocking
off time, having healthy eating habits as well as practising physical exercise and meditation
were among the guidelines (Moonlyte, 2021) (Microsoft Corporation, 2021)( Appendix 4 –
Survey Findings- question-by-question).

3.3 Remote working tools
After conducting a series of interviews and personal communication with the team of Limacon as
well as supporting desk research a number of useful tools were outlined that could be used by
remote workers and that employers could implement to support their remote processes. The tools
are grouped per department and are concerned with either the main needs of the department,
major issues for remote execution of certain activities and/or the need for tools to support certain
remote processes that have been flagged by Limacon’s team during the research data collection.

Administration
For the administration department document signing and scanning is the biggest issue
Limacon faced during their completely remote working period during the pandemic in 2020,
therefore for that need four alternatives were suggested in order to meet the needs of Limacon
as well as provide options for different companies. Evrotrust and B-trust Mobile are the
solutions suggested for Limacon, as they are compatible with the operations the company has
and with the Bulgarian legal documents. They are being implemented from 01.06.2021 at
Limacon. Moreover, Adobe Sign and Microsoft Lens were suggested with the intention of
providing additional documents signing options as well as meet the need for document
scanning (Babikova, 2021). Cloud storage was one of the main needs when working remotely
by the whole team as mentioned by the project manager in Limacon. For that need, Google
drive and DropBox were suggested (Ilieva, 2021). Another need that Limacon has faced is
access and approval management since the team is growing and the company uses more and
more platforms and also works with more clients and deals with a large quantity of personal
data. For that need, 1password and LastPass were suggested (I. Banchev, personal
communication, April 28, 2021) (Appendix 9 – Job shadowing agenda). Additional desk
research suggested announcement and internal documentation tools for the administration
department in a remote setting. These tools provide options for employee onboarding,
keeping and sharing notes, product requirements, plans, instructions from one place (DeMeré,
2020).
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Human Resource
In a remote setting human resource’s needs revolve around communication and reward and
recognition (Ilieva, 2021). The results from the conducted survey showed that the tools used
the most during remote working is the online meetings tool. Online meetings tools including
Zoom, Skype, MS Teams, Google Meets have been given 177 times as an answer, which is
75 percent of the participants with remote work experience. Real-time communication tools
such as Slack, MS Teams, Discord etc are used by 44 percent or 103 of the participants in
the survey with remote experience. Additionally, the change in work-related habits shows that
having a good set of communication channels is important as 78 people have indicated that
their habits have changed towards communication with colleagues online when working
remotely. 67 people have explicitly chosen communication among their biggest challenges
when working remotely as well as 5 people have expressed the need for better communication
procedure at their workplace when asked about remote work (Appendix 4 – Survey Findingsquestion-by-question). Additional desk research suggests reward and recognition as an
important factor in remote work. Therefore, Bonusly and Fond have been included as a
suggestion for the satisfaction of this need in a remote setting (Bell, n.d.).
Sales management
Desk research on the remote needs of sales management suggested the need for sales
engagement platforms as well as sales dialer tools (Efti, 2020). Personal communication with
Ivan Bondocov led to narrowing down the tools suggested to Outreach and Reply for sales
engagement and HubSpot dialer and RingCentral for the need of a sales dialer software (I.
Bondokov, personal communication, April 1, 2021) (Appendix 9 – Job shadowing agenda).
These are covering the basic needs of the specific sales activities that can be executed
remotely (Efti, 2020). Additionally, personal communication with Liliana Tskova a sales
employee at Limacon outlined the need and remote use of the tools for remote prospecting
(L. Taskova, personal communication, March 5, 2021) (Appendix 9 – Job shadowing agenda).
LinkedIn Sales navigator is suggested as the tool that Limacon itself uses and has used during
their remote period as well as Profiler as an alternative to it.
Marketing management
In an interview with Valentina Kutseva - co-founder of Limacon, she suggested social media
management software as the main tool needed for a marketing team or a marketing agency
in a remote setting (Kutseva, 2021). The suggestions made in the interview were Hootsuite
and SocialBakes as a valuable option, additionally, MailChimp and Marketo were suggested
for companies with different needs (G2, 2021 (Kutseva, 2021).
Customer relationship management (CRM)
CRM is used for all activities, strategies and technologies that a company need to manage
interactions with current and potential customers and clients (Kulpa, 2017). As Limacon is an
official partner of HubSpot for Bulgaria it was particularly important to include CRM and its use
in the Remote Work Guide in order to bring further awareness and familiarize the potential
customers with the extra benefits of CRM in a remote setting. In a personal conversation with
Ivan Bondocov - co-founder of Limacon, HubSpot CRM, Pipedrive and Salesforce were
suggested as the main options for a business CRM that would satisfy different needs of
different types of companies (I. Bondokov, personal communication, April 1, 2021) (Appendix
9 – Job shadowing agenda).
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Project management
Project management in a company helps it run smoothly, enables employees to deliver better
results and save resources (teamwork, 2021). In an interview with Neli Ilieva, the processes
of implementing project management and the importance of it especially in the remote setting
have been discussed. Some tools for project management that are suggested are teamwork
as the tool that Limacon itself uses, Monday as a popular option and Jira, which is IT
companies’ specific software for project management (Ilieva, 2021).
IT
Information security is important for remote workers as storing business information on laptops
and smartphones isn’t the safest (Pinola, 2020). After a discussion with the manager of the
digital team of Limacon - Ivelin, the needs for security tools when working remotely were
defined. Encryption, cloud cybersecurity, two-factor authentication and virtual private network
tools were some of the main suggestions(I. Banchev, personal communication, April 28, 2021)
(Appendix 9 – Job shadowing agenda). In the Guide tools for these needs were suggested
that serve the needs of Microsoft and Mac users such as BitLocker and FileVault, Mimecast,
2FA and NordVPN (I. Banchev, personal communication, April 28, 2021) (Appendix 9 – Job
shadowing agenda).
Finance and Accounting
When aiming to make financial processes remote-friendly it is important to digitize all
workflows in a company. When surveyed the majority of CFOs suggested FreshBooks,
QuickBooks Online, NetSuite, and Xero as the best digital accounting systems for remotely
operation teams (Procurify, 2021). For the Remote work guide of Limacon, FreshBooks and
Xero were suggested as suitable options for companies that manage and don’t manage
inventories. That was due to the fact that the clients of the company vary between the two
types.
Others
From the survey results, the MS Office package was among the most used tools by remote
workers. 72 percent chose it as one of the main tools that they are using in a remote working
set-up(Appendix 4 – Survey Findings- question-by-question). The Google tools Gmail, Drive,
Calendar, Meet were among the most used tools by remote workers. These tools are used by
58 percent of the respondents with remote work experience. Aiming to combine the two
options and provide a more digitized business option, Google workplace was suggested.
Google Workspace includes Gmail, Calendar, Drive, Docs, Sheets, Slides, Meet, with
additional integrated customizable user experience, brand identity and tailored business
solutions. It enables remote teams to collaborate easier and allows companies to customize it
to their needs in a more secure way (Google Cloud & Soltero, 2020).
Another popular suggestion by the participants in the survey has been remote desktop
applications and AnyDesk in particular. This answer was suggested 8 times (Appendix 4 –
Survey Findings- question-by-question). Given that Limacon itself also uses the application
and has proven helpful for their work in a remote setting it has been included in the Remote
Work Guide.
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3.4 Remote work policy
In order to make the process of transitioning to remote work and the process of remote working
successful companies of all sizes and types need a well-defined remote work policy (DiPietro,
2021). As remote work is a rather new concept for many companies having set rules,
expectation, standard operating procedures and everything else relatable to the type of
business has to be written down and shared among the team with a view to prevent confusion,
misunderstandings, disconnections and malpractices (Bayern, 2020).
Policy summary, purpose and scope are standard elements of a policy (DiPietro, 2021).
Standard Operating Procedures (SOPs) are elements that aim to outline the general
processes in a company in order to guarantee the same results and quality of work as well as
prevent misunderstandings and issues from arising (Ilieva, 2021) (Kutseva, 2021). Not being
able to unplug from work and having difficulties with the work environment and distractions in
an at-home set-up are some issues outlined by the survey findings (Appendix 4 – Survey
Findings – question by question). Therefore Work availability and environment are elements
of the Remote Work Policy that aim to guide employees through these difficulties. Next,
communication issues have been reported by 30 percent of 72 of the participants in the survey.
Moreover, Valentina Kutseva suggested that as a major issue in a remote setting from a
managerial point of view. Hence, communication has been pointed as a main element of the
survey, providing details on communication channels, their usage and suchlike. Following that,
equipment is another clarification that needs to be done for employees as 55 of the participants
in the survey reported technical difficulties.
The next important aspect to be considered for a remote work policy is security. That concerns
confidentiality for example as well as cybersecurity in the form of a company cybersecurity
protocol. As discussed with Ivelin from Limacon, this is an issue for companies that are
growing and are working with partners, freelancers and multiple clients like Limacon and the
majority of their client’s portfolio (I. Banchev, personal communication, April 28, 2021)
(Appendix 9 – Job shadowing agenda). Goal setting is the next part included after the interview
with Neli the project manager at Limacon. She suggests that having the right goals and setting
expectations with the whole team is the right approach to aligning the team and achieving the
expected results in a remote setting (Ilieva, 2021). The wellbeing and the issue with it have
been a repetitive answer when the participants in the survey were asked about remote work.
So that the issue is prevented, a protocol for such situations is suggested (Appendix 4 –
Survey Findings – question by question). An additional section for company-specific
information has been provided as a standard feature (DiPietro, 2021).
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4. Conclusion
The situation that Limacon was facing as of February 2021 was uncertainty among the team,
their clients and the whole world all caused by the global pandemic and the most recent forced
change towards remote work. Even though the company did well during their lockdown period
thanks to previous preparations and the high level of digitalization of their processes there still
was a need for internal improvement and external needs coming from their clients. The main
aim of this research was to support Limacon towards their transition to completely remote
working by 2022. In that process, four sub-questions were answered.
The preliminary research outlined global and general context elements, drivers, benefits and
challenges for remote work, while as per the field research statistical findings the Bulgarian
trends for remote work match the global preliminary findings. For the potential of certain
activities to be executed remotely over others, in Bulgaria similarly to the global findings IT,
business services and teaching have higher opportunities for remote execution. Moreover, the
COVID-19 pandemic was a major driving force behind the remote transition of many
companies in Bulgaria as well. The benefits of remote working in Bulgaria revolve around high
interest in this form of working, more freedom and lower costs and expenses. That highlights
the tangible and intangible benefits for employers and employees in Bulgaria and the potential
of further popularizing this work arrangement. The challenges for remote work in Bulgaria
begin with the legal limitations, which provide a challenge for arranging this type of work setting
on a company level. On another level performance management, communication,
transparency and company culture are additional challenges that remote working imposes on
companies and individuals.
The analysis of the research results suggested guidelines for both employers and employees
in order to overcome the challenges and fully embrace the benefits of remote working. Setting
goals, assigning responsibilities, familiarizing with standard operation procedure, checkups
are the main suggestions for employers in an attempt to prevent communication issues, set
up the right performance management and establish transparent and strong company culture.
The general guidelines for employees revolve around having the right workspace and
technical conditions, preventing distractions by following routine, blocking off time, having
healthy habits. These guidelines support the remote working adjustment for employees and
set up a path for success.
The tools suggested support the remote working processes of the departments in Limacon
and aim to enable the workflows related to these departments to be executed remotely. The
tools suggested for Administration are for the need of remote document signing and scanning.
The tools for Human Resources are intended for the need of real-time and video
communication as well as rewards and recognition in a remote setting. Remote sales
engagement, remote sales dialer and remote prospecting are the needs that the tools
suggested for Sales correspond to. Options for remote social media management were
suggested in the marketing tools sections related to the needs of this department. Customer
relationship management tools are a great solution for businesses that want to operate
remotely and additionally Limacon can provide the HubSpot onboarding service if any
company is interested. Project management software is an additional suggestion for remote
project management ensuring collaboration, timely deliverables and quality of the work. IT has
security conditions that need to be ensured when working remotely therefore, security tools
have been listed. Finance and accounting benefits from remote accounting software that
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provide accessibility and organization of financial matters. Additional suggestions based on
needs and research findings are made in order to provide a complete tool list and ensure the
satisfaction of a broad range of requirements.
With a focus on providing a supporting recourse for the Limacon’s transition to remote work
and the further support the process of remote working – a remote work policy template was
provided. The elements of the template are carefully chosen based on desk research, survey
finding as well as based on the specific needs of Limacon outlined during the interviews. This
resource is to be implemented by Limacon as well as provided to their partners and clients in
cases when needed to further sport their business optimizations and further digitalization.
In short, the best strategy for Limacon to transition smoothly to remote work is to increase the
awareness on the topic of remote work within the company as well as among their partners,
clients and customers by providing an overview of the context elements, drivers, benefits and
challenges of it, give supporting materials to ease the process and enable the parties involved
with remote working essentials such as guidelines and tools. Finally, set up a remote working
policy to be followed in that transitioning process and afterwards when it comes to onboarding
of new remote employees. All that ensures an increase in the awareness of remote work,
ensure a smooth transition and provides new future opportunities for Limacon.
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5. Recommendations
These are the five significant recommendations that are suggested to Limacon in order to
increase the awareness of remote work in Bulgaria in addition to improving the remote work
processes for the company, provide additional resources for their clients and create entirely
new business opportunities.
5.1 Increase awareness
The global COVID-19 pandemic shifted the perspective and threw the business world into
acting before being aware of a topic. As we already know many companies, employers and
employees around the world had to transfer to remote working as a result of this. That led to
many issues and difficulties in adjusting to the new normal. The Bulgarian market faced even
bigger issues as remote working was a broadly unfamiliar and rare practice in the country.
Limacon, being the digital agency helping SMEs thrive in the new digital era, aims to provide
support for their clients in that field.
This can be done step by step, starting with raising awareness on the remote work topic. The
more the public is familiar with a subject the more they are ready to embrace the situation and
move along. The four essential elements to successfully creating an awareness campaign on
the topic are (1) targeting the right clients that have the highest potential for remote work, (2)
spreading a clear message on the benefits and potential of remote work, (3) providing the right
guidance and useful practices to guide the people through the process and (4) doing all of that
through the right channels intending to achieve the aims of the campaign (Christiano &
Neimand, 2017). The campaign should be aimed towards SMEs as Limacon’s target clients
and partners fall into this category and can be organized as a designated campaign by the
marketing department of the company.
5.2 Implement provided resources
Limacon has its own experience having worked remotely during the national lockdown from
03/2020 to 02/2021 and currently, the company is striving to be fully remote by 2022. In that
period many standard operating procedures(SOPs) have been adjusted to remote execution.
Nonetheless, there have been some issues identified by the research and some improvements
that can benefit the processes in the company, given that.
There is a list of guidelines, resources and tools that benefit the remote processes in a
company, provided in the Professional Product. The suggestions of goal setting,
responsibilities distribution, standard operation procedure set up and regular checkups are for
employers, while the general guidelines for employees are about workspace and technical
conditions, distractions, routines and habits. Tools refer to the main departments in a company
such as Administration, Human Resource, Sales, Marketing, CRM, project management, IT,
Finance and Others. Implementing these guidelines and tools while still operating in a hybrid
remote work setting with occasional remote work of part of the team would provide the
opportunity to test the process and prepare the team to operate with these resources.
This recommendation is in an implementation process as internal changes in the organization
have been done in order to optimise the resources provided and prepare the team for the most
optimal transition.
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5.3 Set up a Remote Work Policy
A company-specific policy not only provides guidelines for the daily activities, responsibilities
and procedures but also guarantees compliance with laws and regulations in situations like
dealing with third parties, outsourcing work or managing clients relations.
A Remote work policy at Limacon would provide the team with a work structure and ensure
the quality of work. Additionally, having this resource would improve the onboarding process
for new employees and would align the work with freelancers on different projects. The
provided Remote Work Policy Template has been executed with the main challenges that
Limacon is currently facing, implemented the main suggestions drawn from the interviews and
the survey results as well as supported by additional desk research on the topic. It can be set
as a standard part of the onboarding documentation for the team.
5.4 Create an event on the topic of remote work
Having all the resources collected in one place, the Remote Work Guide could benefit not
only Limacon but also the clients, partners and potential customers of the company.
Popularizing the topic in a time when there is an explicit need for resources on the topic would
benefit the company by increasing its brand awareness and potentially bringing new clients.
Moreover, as Limacon has started out as an event management company and is well known
for its events that are now executed online, there is a big potential for an online event.
Organizing an online event to present the guide to their customers and partners would be a
great source of lead generation and an opportunity to present the expansion of their expertise.
This recommendation has been already put in place, as an online event is in the process of
being organized. The focus of the events would be the findings of the research and the
expertise of the researcher gained in the process. The aim of the event is to increase the
awareness of the topic and familiarize the public with this resource that Limacon would be
providing to its customers.
5.5 Create remote work operations service
A long term recommendation as a result of the research would be to create a new service that
would be part of the digitalization department of Limacon that supports companies in the
transition to remote work, introducing remote work or starting out as completely remote
companies. Limacon strives to be an external partner for Bulgarian and International
companies and already provides services related to marketing, sales and HubSpot that
support other companies and develop their businesses. Having this extra service is an entirely
new business opportunity that would increase the customer potential, would increase the
brand recognition beyond the current services and would give Limacon a bigger market share
as well as better positioning in the national and international market. By having the provided
resources from the research as well as having gone through the process of transitioning to a
fully remote company by 2022, Limacon would have the expertise, practice and knowledge to
guide the SMEs in Bulgaria and Internationally through the remote process and expand their
potential even further.
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Appendix 9 – Job shadowing agenda
Date
15/02/2021

Person - position
Ivan Bondokov – co-founder

18/02/2021

Cvetelina Koilova – account manager

01/03/2021

Georgi Hristov – sales associate

02/03/2021

Job Shadowing

05/03/2021
24/03/2021

Jenny Pazstorska – Digital marketing
Specialist
Liliana Taskova – sales specialist
Mariya Dalemska - Event Manager

01/04/2021
14/04/2021

Ivan Bondocov – co-founder
Kaloyan Kalinin – account manager

20/04/2021
21/04/2021

Donika Miteva – Web Administrator
Valentina Kutseva – Co-founder

21/04/2021

Vaneta Babikova – administration
Manager
Alexandra Rusekova – Strategy Analysist

Project Update
Job Shadowing,
Survey details
Job Shadowing
Job Shadowing,
Interview
Job Shadowing,
Interview
Job Shadowing

22/04/2021
23/04/2021
28/04/2021
29/04/2021

Samuil Zlatarev – Digital Marketing
Specialist
Ivelin Banchev – Web Administration
Manager
Silviya Rangelova – Digital Marketing
Specialist

Topics
Topic for graduation
Project, Job
Shadowing schedule
Job shadowing,
Marketing tools,
Account management
activities
Job Shadowing

Job Shadowing
Job Shadowing

Outcome
Remote work topic outlined, Job shadowing schedule
agreed upon
Facebook ads
Content creation
Account Management
Leads sourcing
Еmail building in HubSpot
Video concepts and editing, Content creation,

Job Shadowing

Lead generation, Sales remote tools
Event organizing, Clients communication, Career
development
Challenges for remote work
Account management activities, Survey review, Survey
scheduling and target group
Website building, Website administration
Management responsibilities, Marketer responsibilities,
Interview recorded
Administration procedures, History of Limacon, Interview
recorded
Teamwork implementation,
Organization procedures
Online advertisement

Job Shadowing

Security& Cybersecurity, Appropriate Tools suggestions,

Job Shadowing

Content Creation,
Article Writing,
Client’s communication
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