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Dr Shih-Chia Wu shares her study with her social sciences students in the field of corporate
communication on the widespread phenomenon of using instant messaging apps for business
purposes, and advises how employers and human resources practitioners can avoid tilting

employees’ work-life balance.
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Smartphones have become an indispensable part of our
everyday life in modern society, and Hong Kong is no exception. The handy
instant messaging applications such as WhatsApp, WeChat and Skype are
not only used for daily communication between friends and families, but also
used at work.

With the prevalence of the instant messaging apps and mobile data,
Dr Shih-chia Wu, from the School of Journalism and Communication at the
Chinese University of Hong Kong, and her master’s students in corporate
communications, surveyed 254 Hong Kong workers born in the 1980s and
1990s in the form of online questionnaires, and concluded the boundaries
between work and personal life were indeed increasingly blurred.

‘Overtime’ in disguise

The survey found that more than 80% of respondents said WhatsApp had
overtaken their lives, while 40% felt their managers would evaluate their
performance based on their WhatsApp responses. That said, workers
admitted that using the app for work had improved efficiency, albeit their
frustration on its effect on their personal lives.

Commenting on this, Amy Ho, director of human resources at Hyatt
Regency Hong Kong, Sha Tin, pointed out that how employees communicate
on WhatsApp reveals their work attitude to a certain extent, including how
they work with others and approach things. Ho also advised employers to set
up a clear job assessment protocol so employees understand exactly what is
being assessed. It also helps minimise the impression of not responding to
WhatsApp messages being treated as poor work behaviour.

Establish multiple healthy communication practices to achieve a
win-win situation

We observed the increasingly blurred lines between work and personal life,
and hence, recommended human resources leaders developing guidelines for
workplace instant messaging applications. In addition, leaders should further
discuss how these messaging apps should be used and the company’s stance

Q12019

o !;
< B

BEEFeonnar A RssEn—05
R FE A 558 A S A - R ENES R B
WhatsApp - WeChat ~Skype%s - F{EHRE - R 7H
BEEEEN RO TR ARESE -

BEABEARGRRB RS R B TR
THRIEM AR EBWhatsAppi T AB BB 1S
R EBPYABHEREES RS R %
B MEBE L SEE 7254858\t
BT - 838 THERRIAA AR R RS 28 7R
A -

TEBMEMNDL, BERE )\ AEWhatsAppihig
FAANETE
BEHIR BB\ RZHEDRBWhatsAppEhiEE
FANEE  BEANMEZHER R LSEAWhatsApp
FRETFRR A8 REERTER T IHRE
ERAWhatsApp RIEABEERALENE Bt E
BEFEIANEE HARFAARBRE-

it FEDASISEEANE RBEANER

B BEERAWhatsAppiEEE - £2E FoiEREE
THEE SESABYRESS - ERTZESIE
FRAHE  BEEREPENIIET RS #EST
RIRNAS T A EERSEEAE LS WhatsApp
B TKEBER, WES -
WhatsAppIElt—BiEERE BURMBBEITE
£

BEBPNASHHEEERR Y K E LIRS TR



TR IR ER - BEANEIREMIGIE
BNE @ R HE 1SS | - Rl E MR R 77 A
BENMRARR USEIREEESHH -

Ml T B2 RN ERER 2R ERENR
HRORHE R REE  LEZREEE - RERINE
- EERTERZERARBEENMER =8
REEGENRE FSE B8 WA BIEE
AR EEARBNEE -

RETRELY £ FERSFESEREATERE
2 LER T BENEESERAR - LS EER
TEARMABENREE B ESEFRARBER
WhatsAppZREE NS - EETURIBE ESRIIIH
g REIRER S TR EE -

BE—RBEERMATINANEREBERT
BEEAEES — MW IFRBEABSRI2NE £
BZRI2VNENTEREERESFRSEAE S8
FEENATE - EICMIENE - —RREFESTEELLE
RN A EN T ENEHEER LSEMRRFE
BENMAEE-

AR LREENS ARIBSEERWhatsApplE A%
BELUREE Y IR
SN T E TR TS - BE RN 28
AR R HETRES A I AR B WhatsApp
T AR BACREE 1 ISR -
EEAEELER. BEROIEE S F5
BRI O E B AT EREEA TS E R
BREEASBENES  LBHMARATER R
B LT TR ERWhatsApp T AT EEE
EEEmRZ - [

Unconventional wisdom +—iggzsz « OPINION

Balancing act: Smartphones are a great way to communicate with workers, but employers need to make sure they don't impact employees’ personal lives.
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towards the apps, so a compromise between the employer and employees can
be reached.

On the other hand, workers should learn when and how to use these
apps to communicate effectively. Both employers and employees should use
appropriate channels — conferences, emails, intranet, instant messaging
software, etc, — for internal communication depending on communication
purposes and situations.

Moreover, Ho said the balance between employees’ off time and
improving work efficiency should be on the basis of mutual respect. Human
resources managers need to understand that employees may not be able to
respond immediately. If the manager requests to handle work matters through
WhatsApp during non-office hours, the employee may decide whether to work
on it immediately based on the situation and their agreement.

The head of human resources from a US public relations firm in Hong
Kong added that employers should understand that employees should not
work for more than 12 hours in general. Any hours worked in excess of 12 will
result in insufficient rest time for employees, leading to declined productivity.

Therefore, to respect and avoid affecting employees’ private lives, formal
business communication tools such as email should be the choice of work
communication unless other tools are necessary.

WhatsApp during non-office hours in exchange for flexible working hours

Workers born in the 1980s and 1990s value work-life balance. Over 60%

of respondents expressed their willingness to use WhatsApp for business

purposes during non-office hours in exchange for flexible working hours.
Depending on the industry nature, employers may consider offering

smartphones to employees who use instant messaging apps frequently

for business communication. This will help employees separate company

information from personal messages and elicit the negative feelings of using

WhatsApp to handle work matters. [l
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