TOSCA D1 call centres inventory report
Introduction

Call centres represent one of the fastest growing forms of employment in Europe. It is predicted that about 1.3% of the European  labour force (or nearly two million people) will work in call centres in the year 2002
.  Datamonitor estimate that as long ago as 1998, 3% of the US labour force was working in call centres.  European call volume  and employment numbers are continuing to increase, and if US trends are repeated here, will continue to do so, although perhaps at a less dramatic rate of growth than in recent years.
Figure 1: Predicted call centre distribution in Europe
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Frost and Sullivan estimated that there were 12,750 call centres in Europe in 1999 and that this would grow to 28,289 by 2006
 - a slightly lower forecast.

Figure 2: Predicted number of agent positions in  Europe
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In considering these figures it is important to note that some surveys discuss the number of workers, while others talk of agent positions, or call centre seats, or workstations. While in some call centres the number of workstations is equivalent to the number of workers, this is not the case for centres that open all hours, or for some sectors such as market research where a number of part-time workers may occupy the same workstation at different hours of the day. A rule of thumb of 1.7 call centre agents per seat is often used.
The development of call centre functions has undoubtedly provided much-needed work in many former ‘rust belt’ areas of Europe where heavy industry has declined with consequent unemployment. This work has often proved attractive to younger workers with lower skill levels. Yet call centre employment has caused controversy for a number of reasons. This is a type of employment where establishments regularly report staff turnover rates of over 20%. An online poll of call centre managers at the popular industry website ContactCenterWorld.com indicated that average annual staff turnover in European call centres was 25.7%, compared to 21.5% in North America
. Additionally in this survey, absenteeism was quoted at 13% per annum compared to 8% in North America, indicating substantial dissatisfaction among call centre workers. In larger contact centres such as those surveyed in the Merchant Group benchmarking survey, turnover exceeded 30% for the year 2000
.
Labour organisations have been concerned about working conditions in call centres for a number of reasons including:

· Trend towards outsourced call centres leading to decreased contractual protection and increased insecurity for workers
· Stress caused by pressure of work, intense management pressure and abusive calls
· Monitoring of staff (eg by camera and audio recording)

· Unsocial hours and problems relating to scheduling of shifts.
· Health and safety issues (eg design of workstations, temperature of working environment)
· Poor career development possibilities and training opportunities for workers

· Anti-trade union culture in some centres leading to inadequate representation of workers

· Reports of instances of bullying and harassment of some employees by supervisors perhaps due to the prevalence of performance-related pay which is often dependent upon average “team” figures.

The TOSCA project planned to carry out a comprehensive observation of European call centres in order to examine call centre work situations for a significant sample of operators. The initial step in the investigation, which this deliverable addresses, was to create an “inventory” of centres in order to create some hypotheses. These hypotheses could then be used to inform the selection of more detailed case studies. The inventory reports for each country also include background information from secondary sources in order to illustrate national geographical, sectoral, economic and social characteristics.
It is clear that there are many different types of call centres and many different occupations within the sector and that generalisations are dangerous and inaccurate. While some fall into the “21st century sweatshop” stereotype with poor working conditions, low skill levels and little opportunity for a rewarding occupation, others provide highly skilled jobs with good remuneration and working conditions. 

This introduction reviews the European context for call centre research and reports some results from the TOSCA Inventory survey. It looks at the issues these results bring up, and how these have affected the choice of call centres for the TOSCA case studies, as well as the research topics. There is also a more detailed report for each partner country.

Definition

The TOSCA project definition of a call centre is: 

"An office employing people in specialists posts involving the use of a computer and a telecommunications link to process communications in voice or electronic form. The communications may be with external parties (consumers, the general public or businesses) or with other parties within the same organisation (eg a central enquiry point). Communications can be initiated externally or from within the call centre (inbound or outbound).  The work involved can be high-skilled (such as advice lines) or low skilled (providing standard information such as directory enquiries). Workers may be paid by time or results. They can be full-time or part-time, permanent or temporary, employees, self employed or agency workers. The call centre can be a department within an organisation or a standalone unit. What call centre workers have in common is their labour process." 

In reality some call centre workers do not spend all their working time on call centre duties. For the purposes of the TOSCA project we initially decided to limit our researches to centres with at least 10 agents who spend most of their working time on call centre activities. However, we did look at cases with less than 10 agents, particularly in the emerging call centre market in Bulgaria.

Many transactions handled in call centres are no longer voice calls, and the term is gradually being replaced by "contact centre", covering different types of communications such as fax messages, mobile text messages or web contacts (chat rooms, call me buttons).

A glossary of terms used in call centres is included at the end of this report.

The TOSCA sample

Datamonitor estimates that there are over 5,000 call centres in the UK alone, so clearly it was not possible within the resources of the project to carry out a complete inventory of all European call centres. Equally, the distribution of call centres and agents among European countries is by no means even – markets such as the UK are clearly far more developed than those in countries like Italy and Bulgaria.

Figure 3: Segmentation of agent positions by country, 1998
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Source: Datamonitor. Total number of agent positions 536,000
Table 1: Predicted number of call centres by country

	
	1998
	1999
	2000
	2001
	2002
	2003

	UK
	4,130
	4,630
	5,050
	5,210
	5,370
	5,531

	France
	1,840
	2,140
	2,420
	2,610
	2,800
	2,968

	Germany
	1,600
	2,030
	2,450
	2,875
	3,300
	3,729

	Netherlands
	830
	910
	990
	1,045
	1,100
	1,144

	Spain
	710
	850
	1,010
	1,150
	1,290
	1,419

	Italy
	620
	820
	1,020
	1,190
	1,360
	1,510

	Sweden
	520
	575
	630
	665
	700
	728

	Norway
	250
	285
	320
	340
	360
	382

	Denmark
	290
	335
	380
	400
	420
	441


Source: Datamonitor
Table 2: TOSCA sample size
	Belgium
	76

	Bulgaria
	103

	France
	44

	Germany
	49

	Ireland
	50

	Italy
	119

	Spain
	43

	UK
	47

	Total
	531


All partners apart from the UK and France experienced difficulties in obtaining contact details for call centres to include in the sample. This is a rapidly-changing sector with little time or inclination to complete surveys. While the result is clearly not a comprehensive or representative sample, it is adequate for the purposes of identifying themes to investigate in the case studies.
European context
The relative growth, maturity and size of call centre markets varies considerably between different European countries.

Figure 4: Conceptual diagram of call centre markets
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Source: Datamonitor 2000.
Datamonitor has developed a conceptual diagram to illustrate the development of call centres serving the European market, reproduced here. As can be seen, the most mature markets for call centres are in the UK, Ireland, Sweden, the Netherlands and Finland. However, the fastest growth is taking place in Italy, followed by Israel, Hungary and Spain. The UK remains the largest, as well as the most mature European call centre market, but faster growth rates in other large EU countries such as France and Germany mean that this situation may not persist indefinitely.

Call centres serving domestic markets generally need to be located near those markets. However, some call centres serve client bases in other countries or other regions and have considerable flexibility in their choice of location. Some prerequisites are necessary for call centres to be established, including:
· Adequate telecommunications infrastructure

· Competitive telecommunications costs

· Adequate and suitably skilled labour force

· Competitive labour rates.

No one factor seems to directly determine choice of location. For example, telecommunications costs in the Netherlands, a highly sought-after call centre location, are at the higher end of the scale.

Figure 5: Telecommunications costs for a multinational company in Europe (UK=100)

[image: image5.emf]0

20

40

60

80

100

120

140

160

Spain NetherlandsGermany

Italy

Switzerland

Belgium

Ireland

France

UK


Source: Tarifica, 2001 http://www.tarifica.com
Labour and land costs are certainly important. Proportions vary (labour costs can be 50-65% of costs and land costs can be up to 10%), but again, there is no clear linkage. But despite high costs, Switzerland, for example, has a high proportion of call centre workers compared to population.
Figure 6: Call centre agent and accommodation costs 2001
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Source: Ernst & Young International Location Advisory Services. 
Barcelona=100 using Jan 2001 US$ exchange rates.
Labour availability is an issue causing much comment in industry press and on websites, with discussions about locations which are “saturated” with call centres or have otherwise become unattractive to call centre workers. Despite this, call centres have shown a tendency to cluster together in areas where a number of factors coincide. The presence of existing call centres appears, except in some locations where labour is in very short supply, to be a further attraction to new centres. This phenomenon is discussed in more detail in the UK country report.
Because of fluctuating demand, there is a clear attraction towards locations where labour law allows easier “hiring and firing”, or more flexible working patterns. An article in the online publication CallCentermagazine makes this clear, laying out recent legislative changes:

“The Belgian, French and Spanish governments now allow you to hire agents under ‘indeterminate contracts’ for up to 12 to 18 months. These contracts act as extra-long probationary periods where you can dismiss agents with few repercussions. They let you avoid signing permanent contracts, which are common in Europe and make laying off and firing workers difficult.”
 The article quotes Mike Allen of Mitial Research: “These countries have been passing this indeterminate contract legislation because they are beginning to understand the very different staffing requirements of businesses like call centres.” The article also comments that some European countries have taken “a few steps back in their labour market deregulation efforts… the French government announced proposals to require firms to double layoff pay from 10% of annual salaries to 20%, give employees the right to be reassigned another job and provide them with paid vacation to find new employment. Firms laying off workers aged 50 and above will pay more social security contributions.”
Trends

From call centre to contact centre

Call centres strictly speaking handle just telephone traffic. However, many centres now deal with many different types of communication, including fax, email, SMS messages, web chat and web enquiries. In a bid to reflect this change (and perhaps also shrug off the poor image that sometimes accompanies the term “call centre”), many managers now call their establishments contact centres. 

Datamonitor estimated in 2000 that there were about 800 contact centres in Europe capable of handling a range of communication types, but that growth in this sector would be extremely strong, with over 5,000 contact centres in place by 2005. In particular, travel and tourism, remote shopping, entertainment and continous process manufacturing are likely to turn to contact centres
. 

Figure 7: Predicted contact centre distribution in Europe

[image: image7.png]Contact centers - 000s

Contact centers
—— % of call centers

2000 2001 2002 2003 2004 2005

Contact centers as a % of call centers




Source: Datamonitor

Decreasing size – or is it increasing?
Figure 8: Number of workstations per call centre
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Source: Figures from Datamonitor published in SeCA 2000.

Changes in technology and the increase in “pocket” call centres, often internal departments of companies, are commonly thought to be driving down the average size of call centres. However, the consultancy Merchants Group has reported an increase in size from its annual benchmarking survey covering 30 countries. Merchants Group report an average increase from 94 seats in 1997 to 149 in 1998 and 1998, rising to 294 seats for 2000.  The authors suggest this is due to the appearance of “virtual” or linked call centres where all the agents may not be in the same physical space, but are treated as one business unit. Datamonitor predicted 450 such linked centres would appear in Europe by 2003 .There are large sectoral variations in call centre size with telecommunications tending to top the size scale. 
Pan-European or regional?

In the early 1990s, multinational companies wishing to serve a European market tended to established large centres in one location employing agents with a variety of language skills. A number of drivers promoted the pan-European model according to Site Selection magazine. 

· economies of scale in IT systems

· larger number of knowledge and administration related tasks could be carried out at a lower average cost

· market knowledge could be acquired faster and more easily than using a piecemeal approach

· labour, land and taxation cost differentials in certain locations could be exploited.
However, the most well-known pan-European locations such as Amsterdam and Dublin, appear to have become victims of their own success, suffering from shortages of workers with appropriate language skills.

Recently there has been a move towards a regional approach, linking a number of smaller centres located around Europe. The drivers for this model include:

· Requirement for written language proficiency as call centres become contact centres with Internet capability

· Problems of skill-shortage in providing pan-European language coverage from one location.

· Developments in IT – telephony functions can be placed on a remote host that agents log into over the web, so that they require only a PC with web browser and a dedicated high speed line

· Ability to flow calls from one centre to another to cope with demand peaks.

Dublin call centre consultant Craig Matthews comments: “Companies are realizing that they have to locate in the country they are servicing because of the migration from call centre to contact centre. It is no longer good enough to speak the language. You now must be able to write it – and write it as a business language. Many people who can speak a language cannot write it very well, and it is more diffcult still to write it in a business context. I believe the days of the large, pan-European call centres are drawing to a close.”
 

In addition, Site Selection magazine describes a new breed of service that assists companies entering the call centre market, and making it easier to create “pocket” call centres in several locations. Service operators like Call Centre Solutions in Dublin (www.ccsols.ie) or Brucall (www.brucall.ie) in Brussels can now offer call centre “hotels” or “incubators” providing functioning workstations “ready to go”. The approach allows companies to test the conditions in a country without major expenditure commitments.

Consumers get online

The level of technical sophistication of the consumer in different countries has an effect on the domestic market available for call centres. In some countries cultural aspects are also important.

· Bulgaria reports 8% of the population use the Internet once a week. However, the level of online financial transactions is very low due to issues of security and trust, and lack of insurance cover.

· Belgium reported 20% of households with an Internet connection in Spring 2000. There is also a move away from cold-calling, which Belgians find intrusive, towards a self-service model of encouraging consumers to actively contact call centres.
· There are now over 30 million mobile subscribers in Spain, and over 7 million Internet subscribers.

· In Ireland almost one household in three now has a PC. Of these, almost two thirds (63%) also have an Internet connection
. About  82% of households in Ireland had a telephone in 1999 (still quite a low level),but in contrast Ireland has one of the highest levels of mobile phone usage in Europe at 69% of the population, and its demographic situation, with a substantial younger population, encourages use of call centres.

· The UK Internet subscriber market is set to grow to 24 million by 2004. Some 13 million people in the UK have a mobile phone, including around 30% of London secondary school children. Britain is seeing a major cultural shift, with telemediated access to information rapidly becoming a feature of everyday life that is taken for granted.
Staff turnover just keeps going up

The Merchants Group benchmarking report
 covering 352 call centres with 100,000 staff shows that staff turnover in call centres continues to increase globally, and reached 32% for the year 2000, up from 22% in 1999 and 14.3% in 1997. An online survey of 94 call centre managers by callcenterworld.com indicates European turnover levels reached 25.7%. Figures for European centres reporting turnover of greater than 5% per annnum in European call centres included 5% of help desk centres, 17% of multifunctional centres, 32% of sales centres and 47% of customer service centres. By contrast over half of government centres (where working conditions are most likely to be covered by union agreements) reported turnover levels of less than 5%.

A survey by Incomes Data Services of UK call centres in September 2000 listed the following factors affecting staff turnover
:

Table 3: Factors affecting staff turnover

	Intensity of the call centre environment
	50%

	Competition for staff with other call centres
	46%

	Rates of pay
	36%

	Tight local labour market
	34%

	Other
	31%

	Working conditions
	17%


Source: Incomes Data Services

Outsourcing

Companies wishing to provide telephone or Internet-mediated services to their customers can either establish an internal call centre or choose to contract out the service. There has been concern that working conditions in outsourced centres are worse than in internal centres because of commercial competition driving down costs, and because outsourced centres often suffer more dramatic peaks in demand leading to further pressure for highly flexible work arrangements which may suit the employers more than the employees.
The EMERGENCE project
 surveyed 7,268 employers in 18 European countries in 2000 looking at a number of aspects of ICT-enabled work including outsourcing. In relation to call centres the survey found that 16.6% of establishments either outsource to a call centre or have their own call centre but in another region to that where they are located. The survey also distinguished between call centres which were telematically linked to the outsourcing company and those which were not, giving a picture of the “demand side” for outsourced call centre services.
Figure 9: Use of remote or outsourced call centres by country


[image: image9]
Source: EMERGENCE project http://www.emergence.nu
The authors comment that the high levels of use in Eastern Europe probably reflect a combination of factors including lack of in-house expertise and the presence of large numbers of establishments which are branches of externally based companies. It should be noted that the survey covered establishments with over 50 employees.
The functions which were outsourced were dominated by software development and support:

Figure 10: Functions involved in telelinked call centres
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Source: EMERGENCE project http://www.emergence.nu
The EMERGENCE research did some more detailed analysis of the reasons for choice of location in relation to telesales outsourcing, but the questions asked did not include issues relating to the labour force other than skills, and the sample base for telesales was quite small. However, the top four destinations for outsourced telesales work were:
· Switzerland

· Italy Nord Ovest

· Italy Nord Est

· FR7 Centre Est

The authors speculate one reason for Switzerland’s popularity might be fewer legal restrictions on outbound “cold calling” telesales, which is tightly restricted in Germany. 
Datamonitor reviewed outsourcing by sector in 1999
 and reported that telecoms had become the largest vertical market to be outsourced, at 24%, driven by deregulation and increased competition. Customer services had overtaken telemarketing as the most important horizontal application to be outsourced in Europe. Datamonitor predicted that deregulation in the utilities market would lead to greater outsourcing of call centre services in that sector.

Figure 11: Call centre outsourcing by vertical market 1999
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Source: Datamonitor

Training

Given that personnel costs are a high percentage of running costs for call centres (generally at least 50%), and that staff turnover rates are very high, training is a key issue. It can be argued that inadequate training is a contributory factor to the high turnover rate, but that some call centre employers actually restrict training because of high turnover –  arguing there is no point in spending considerable sums on a staff member who may only be with you for six weeks or three months. Others consider their training strategy an important tool for recruitment. The Merchants Group benchmarking study on contact centres found that 80% of its sample of large call centres considered their training provision was a reason for new recruits to join their organisation.
There are as yet no European qualifications for call centre work, although FEDMA, the European association for direct marketing, has carried out considerable research into providing such qualifications eg through the Euro-Callcentres project
. This resulted in a series of lists of competencies for various call centre positions which have been adopted as a “workshop agreement” in December 2000 by the European Committee for Standardisation (CEN), which is the European counterpart of ISO, the International Organization for Standardisation. Unfortunately there is no evidence that training materials based on these standards have been prepared or adopted generally by the call centre industry. It is also worth noting that these standards are a sub-set considered suitably generic to be adopted directly without any alteration for different national conditions from material produced by NTO Telecom in the UK.
Pre-entry qualification levels for call centre work vary according to sector (both horizontal and vertical). For example, qualification levels to work in a technical support centre will tend to be higher than those for a basic reservations agent. Centres in other sectors, like market research organisations, may have a recruitment strategy of using students and university graduates as temporary workers – starting with a workforce which has a high educational level, but providing little additional training. Overall, most call centre workers have a second-level (to 18 years) education level plus some sort of post-school but non-university certificate (eg vocational qualification or higher education) when they start work.
· In Belgium a majority of the agents (44%) have had a higher secondary education. 42% have a higher education degree, 11% have a university degree and 3% have had a lower secondary education.

· In Bulgaria we did not find any examples of training centres for call centre agents and there appear to be few working in this sector who have qualifications specific to call centre work.

· In France about 67% of call centre workers have the baccalaureate or baccalaureate plus additional training but do not have a university degree. About 32% have a university level education or above. A number of specialist “call centre academies” have been created as regional development projects by cities seeking to attract call centres.
· In Germany many Länder have created "Call Centre Akademien", developing training courses to provide qualified call centre agents. In addition a graduate course for call centre managers has been established at the University of Mittweida in Saxony. 
· In Ireland there are clear differences between sectors. Over 80% of reservations agents only have a school level education while in the IT sector 42% have a university level education. The financial sector reported 100% second-level education only. The government has set up training courses in call centre skills for school leavers throughout the country which include language training and a period of work experience in a foreign country.

· In Italy the Ires survey for the Tepracon project found that a little over 80% of agents have a high school diploma while 17.3% have a degree or a university diploma.

· In Spain there is no formal training for work done in the call centres. Normally, companies train their own employees.

· In the UK an online survey of call centre managers by IES/TCA found that in nearly a quarter (24.3%) of call centres in the survey, all staff require specialist technical knowledge, whilst in only 20% are no specialist technical staff required, with the remainder lying somewhere in between.

The average induction period for a call centre worker in Ireland was three weeks. The average period before an agent could operate at the average performance level in Ireland was 42.5 days
. The Merchants Group Benchmarking survey found that staff in 69% of contact centres receive on average less than five hours per month of coaching.
Pay

Call centres vary widely in their attitude to pay and other benefits, but in general pay levels are not high, and performance-related pay is quite widespread.

· In Belgium, according to the Call Centre Benchmark ’99 (Van Vooren, 2000), 58% of the call centres make use of incentives. In 22% of the cases, these are based on the individual performance of the agent, in 15% on the team’s performance and in 21% on a combination of both. In call centres the use of merit pay is more established than in other sectors. In most cases, it amounts to less than 10% of the overall wage (wage survey in the job paper ‘Vacature’ 2000)

· In Germany pay structures vary a lot between sectors. The level of pay in internal call centers is as a rule much higher than in external call centres because the external call centres are not bound by collective agreements.

· In Ireland an entry level technical support representative and one years’ experience earns €22,242 a year. In contrast average pay for workers in the business services sector was €28,382. A reservation sales agent with one year's experience earns on average €17,856. About 74% of call centres offer incentive schemes to staff. 

· The collective agreement for the telemarketing sector in Spain specifies pay of €9,075 for a basic agent. A graduate with technical skills earns about €13,438 under this agreement.

Monitoring

One issue of particular interest to labour organisations, because of the resentment it provokes with some workers, is that of monitoring. Employers argue that quality control in call centres is not possible without monitoring of agents, which often occurs by supervisors “listening in” on calls.

The Merchants Group Benchmarking survey (2001) indicates that 94% of large call centres monitor voice communications while 86% monitor written or data entry work. Supervisors manage around 13 agents on average. An online survey on the contaccenterworld.com website found that 78% of call centre managers monitor their staff (no details of the sample for this survey are available but call centre size is likely to be smaller than in the Merchants Group survey).
In Belgium monitoring is illegal in principle under privacy legislation. Since however it does occur in practice (particularly in the call centre sector), the social partners are trying to come to a transparent settlement. An agreement on the use of surveillance cameras has already been reached.

Scheduling

Scheduling (particularly short notice of shifts and working unsocial hours) has been reported as a high source of discontent among call centre staff. The Merchants Group Benchmarking survey found that 50% of agents work shift patterns and 30% of contact centres are open permanently (24 x 7). An online survey by contactcenterworld.com indicates that 46% of responding call centre managers use dedicated workforce management software while 35% use a spreadsheet, and 13% do it “manually”.
TOSCA results

Research issues

The initial intention of the project was to create a "snapshot" of the entire call centre population in the partner countries. This proved impossible for a number of reasons.

Access to information from centres was restricted. In many call centres almost every second of each staff member's time is coded according to whether they are carrying out productive or non-productive work. Answering research surveys is non-core, non-productive work which brings down the centre, or the team's, figures. Call centre managers try to avoid approaches from researchers for this reason. In addition, many centres require all staff to sign confidentiality clauses prohibiting them from providing information.

Call centres are oversurveyed. In addition to the comprehensive European surveys carried out by Datamonitor, Mitial and Merchants Group, many national consultancies carry out research, as do companies involved in supplying call centres, such as telecommunications operators, suppliers of switches, ACDs and workstations, and recruitment agencies. Add to that academic researchers and government statistical requests, and the result is a situation of "survey fatigue" among call centre management.

Finding internal call centres is problematic. Companies offering outsourced call centre services must advertise to get work, so they can be located through the yellow pages or the Internet. But small call centres which are an internal department of a company are hard to identify without carrying out a national telephone research campaign. Such a campaign was not possible within the resources of the TOSCA project.

Some centres are biased against trade unions. This issue arose particularly in Ireland, where the TOSCA partner is a trade union and many call centres are US-owned with a strong anti-union culture, and in Spain, where the survey work was being carried out during negotiations between unions and employers for a collective agreement in the telemarketing sector. To get around the problem in Ireland, a non-trade union subcontractor was used. The Belgian partner also reported problems with anti-union sentiment.

This factor may also have been present in other partners, and would tend to lead to bias in the sample. Centres that have trade union representation and a partnership approach would be more likely to participate in the research. These centres tend to be in the public sector, or to have grown out of organisations which were formerly in the public sector such as telecommunications operators.

Some important countries are missing. The TOSCA consortium does not include partners from the Netherlands or Scandinavian countries where the call centre sector is well-developed.

Therefore our sample, although quite large in total, cannot be considered complete or representative. It was the original intention that each partner should carry out 50 inventory survey questionnaires but in some cases the final number was slightly below this figure due to duplicates or responses where so few questions were answered that the response was unusable. 

Some countries (Bulgaria and Italy) carried out more surveys (over 100 in each case) but it may be arguable whether some of the centres involved fell within the project definition, particularly in the case of some of the Bulgarian examples where the number of employees and the technology used was fairly similar to a standard office which happens to do a lot of business by phone, such as a travel agency.

Location

Table 4: Breakdown of call centre location (percentage)
	Location
	Capital
	Attractive town
	Unattractive town/remote rural area
	
	Downtown
	Suburban

	Belgium
	53
	17
	30
	
	61
	39

	Bulgaria
	91
	4
	5
	
	92
	8

	France
	41
	41
	18
	
	59
	41

	Germany
	2
	47
	51
	
	69
	31

	Ireland
	64
	24
	12
	
	26
	74

	Italy
	54
	32
	14
	
	55
	45

	Spain
	33
	60
	7
	
	84
	16

	UK
	28
	44
	28
	
	44
	56

	Average
	45.75
	33.63
	20.63
	
	61.25
	38.75


Source: TOSCA D1 inventory survey. Base = 531 call centres
Note: For some partners centres with a purely rural location were recorded and these have been included in the suburban cateogory in this table. However, reports of greenfield sites away from towns were rare.
As expected, most call centres were located in towns close to clients, workforce and good telecommunications infrastructure. Beyond that, the location of call centres in our sample appears to be controlled by geographical and historical factors. In Brussels and Dublin, a clustering effect has led to a high concentration of call centres in the capital. Dublin is also distinguished by the number of suburban call centre locations in light industrial and office parks. In Bulgaria almost all economic activity takes place in the capital, Sofia. In the UK labour and land prices plus a more mature market have seen many call centres locate in former industrial areas, usually suburban. For reasons of its history and consequent economic problems, Berlin has a very low percentage of call centres, which tend instead to cluster around former industrial areas of the Rhine and Ruhr. France has good infrastructural conditions in a number of cities tending towards a more even distribution of call centres. In Italy, call centres are concentrated both in Rome and in the central and northern cities, with a much lower level of activity in the Mezzogiorno.

Languages

Table 5: Ability to operate in foreign languages

	Country
	Foreign  language incidence

	Belgium
	4 out of 76 centres

	Bulgaria
	70 out of 103 centres

	France
	24 out of 44 centres

	Germany
	69 out of 49 centres

	Ireland
	46 out of 50 centres

	Italy
	118 out of 119

	Spain
	78 out of 47

	UK
	22 out of 47


Source: TOSCA D1 inventory survey. Base = 531 call centres
In this table each centre can report a number of languages or none,  and the sample sizes differ for each country so a percentage figure is not appropriate. 
The vast majority of incidences of foreign language ability were for English language, except in Ireland, where the large number of pan-European centres with multiple foreign language capability is evident. The Spanish figure is distorted by 27 instances of other official Spanish languages apart from Castilian. The UK total is the only one to include non-European languages (Gujurati and Japanese). The Italian figure is largely composed of centres reporting ability to speak one other language – mainly English but in some cases French or German.
Typology
The sectoral breakdown for each country was strongly influenced by the method of selection. In Bulgaria it was found that a number of travel agencies were operating small call centres, leading to a large number of centres in the travel sector. In the UK, the sectoral breakdown was broadly spread by design, due to the fact that a quota sampling technique was used, based on the results of a previous survey of call centre managers. For most countries, because outsourced centres were easier to find (they have to advertise for work), this sector is likely to be over-represented. The same applies to telecommunications sector call centres which tend to be consumer oriented and therefore easy to locate.
There was a problem with the coding for this section in relation to distribution call centres (such as DHL or UPS) where a coding category was not provided. In Ireland these centres were coded as “other” while in some other countries they were included in travel and tourism.

The Italian sample showed a high level of financial services centres, as did the UK.
No outsourced call centres were found in Bulgaria at the time of the survey, although one has established itself in the past six months.

Table 6: Call centres offering outsourced services
	Country
	Number
	Percentage

	Belgium
	50
	65.79

	Bulgaria
	0
	0

	France
	15
	34.09

	Germany
	3
	6

	Ireland
	11
	22

 11/50*100 

 11/50*100 

	Italy
	29
	24.37

	Spain
	27
	62.79

	UK
	3
	6.38


Source: TOSCA D1 inventory survey. Base = 531 call centres
In addition to looking at sector breakdown, we also recorded activities undertaken in the call centre (customer services, taking orders, technical support etc.) and the direction of the calls (inbound, outbound or both). 

There was almost no outbound-only activity in Bulgaria where the main activities were sales, taking customer orders, customer services and provision of information. In general these are activities that do not require high levels of technology, and those services which do require high technology such as processing financial transactions, were only present at a very low level.

The French call centres in the sample specialise in a small number of activities: information, customer services, sales and counselling, and showed outbound activity in the traditional sectors of accounts (debt collection), sales and booking appointments. There was strong inbound activity, as would be expected, in customer services and information provision.
Over 90% of German call centres report that they provide customer services and counselling. Between 70% and 80% report sales, taking customer orders, booking appointments and providing standard information. In contrast debt collection and processing of financial transactions were of  low importance at 3% and 8% of all centres respectively.

In Ireland most respondents reported that they found it hard to specify any call direction option other than “both” because their transactions often went beyond one call. In Customer Service, for example, calls would be initiated as inbound, but often lead to outbound calls to resolve the issue, or to provide further information to the customer. This perhaps represents the relative sophistication of the services offered in the pan-European centres prevalent in Ireland, although as usual some outbound-only activity was seen in sales, booking appointments and accounts, probably representing centres servicing the domestic market.

The main functions conducted in Italy are giving advice, information and assistance to customers (over two-thirds of centres). Selling, taking standard orders and providing information are also common, with quite high levels of outbound-only calls. Financial transactions, taking orders and providing technical support are mainly conducted in the north of Italy. In the south, taking reservations is the main activity. 

In Spain the researchers felt that there was a cluster of centres which were really offering secretarial services but which also had the ability to carry out call centre activities such as message taking, research or telemarketing. There was another cluster of companies that specialized in telemarketing, and a third cluster that specialised in customer services such as help desks. Outbound-only activity was stronger than in some of the northern countries.

The majority of the UK call centres were involved both in inbound and outbound calling.  The only exception to this was in the financial services sector where a significant number of call centres (around half) involved only outbound calling.  This is a sector in the UK which is characterised by rather aggressive sales tactics, with tele-sales staff frequently paid by commission on the number of actual sales made.  This sector is exceptional in the UK where the culture is not conducive to telephone ‘cold calling’.

Call centre size

The TOSCA survey used the number of employees as the main determinant of call centre size.
The Belgian figures are unfortunately not available, but a 1999 study indicated an even distribution of different sizes, with the largest proportion (21%) being centres with 6-10 agents
. The Belgian researcher also noted that the largest call centres with headcounts of over 100 employees tended to be located outside Brussels.
In Bulgaria only one centre with more than 20 employees was found. In fact, many of the Bulgarian centres had less than 5 employees and thus would not strictly speaking fall into our definition of a call centre.

In France it was noted that centres with less than 20 workstations (“pocket” call centres) seem mainly to develop as departments of existing companies. Medium-sized and large call centres are usually external organisations (independent or subcontracted). The average number of workstations per call centre in France was estimated by SeCA to be 38 for the year 2002, down from 41 in 1998. French call centres had the smallest numbers of workstations in the SeCA study.

German centres tended to be much larger - the average size of call centre in our sample was 105 persons. About one quarter of the sample employ more than 100 (one centre has 1300 employees).

Irish call centres tended to be large as well, with an average of 145 workers, another feature of the prevalence of pan-European centres in the Dublin area.

The Italian call centres contacted had an average of 63 work stations: 61.5% have up to 50 work stations, 23% between 51 and 100 and 15.6% over 100. Interestingly there was little variation in size between centres in the northern and southern parts of Italy. This can be explained because although the Mezzogiorno has fewer call centres generally, many companies (e.g. Tim, Omnitel, Alitalia) have opened large call centres in that region attracted by the abundant availability of work force and government incentives.

In Spain again, most call centres had less than 20 employees, although a couple of large centres with over 1500 employees were surveyed.

The average size of the UK call centres in our sample was 264 although the sample covered a broad range, including both very small call centres with ten employees (the bottom threshold in our definition) and extremely large ones with over 1000 workers. This was partly the result of the quota sampling technique; the UK team deliberately set out to find a sample which would cover all five categories in roughly the proportions found in other surveys.
Ownership

Table 7: Call centre ownership (percentage)
	Country
	In a parent company
	Subsidiary
	Independent

	Bulgaria
	16
	13
	71

	France
	57
	18
	25

	Germany
	4
	27
	69

	Ireland
	18
	66
	16

	Italy
	48
	15
	37

	Spain
	23
	21
	56

	UK
	9
	61
	30


Source: TOSCA D1 Inventory survey. Base = 531 call centres
Ireland and the UK have by far the largest number of call centres that are subsidiaries, while in general the less developed markets have more independent call centres. However, Germany does not fit this pattern. The German researchers commented that the figure of 4% for centres located in a parent company (ie in-house call centres) shown here is too small to represent the true picture, particularly as we know from other studies that these centres represent about 62% of the total in Germany. However, the proportion of subsidiary and independent centres is more realistic.
Market orientation

Figure 12: Target market (percentage)
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Source: TOSCA D1 Inventory survey. Base = 531 call centres
Most call centres have a mixed orientation to both consumers and businesses. However, the French centres in our study were mainly aimed at the consumer market. There was little evidence that call centres are taking on internal human resource functions (B2E=Business to Employee) except in Italy and the UK. 
Technology
There were problems with the translation and coding of this section of the survey because some call centre agents had access to PCs but not to the Internet. As a result we felt the results were not that informative but as this aspect of call centres is widely surveyed and reported by equipment suppliers the data gaps could be supplied from secondary sources.
Figure 13: Available technology (percent of call centres)
[image: image13.emf]0% 20%40% 60%80%100%

UK

Spain

Italy

Ireland

Germany

France

Bulgaria

Computer, Internet,

telematics

Phone and automatic

system

Phone and operator only


Source: TOSCA D1 Inventory Survey. Base = 531 call centres
Connectivity

Figure 14: Call centre connectivity (percentage)
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Source: TOSCA D1 Inventory survey. Base = 531 call centres
In general, countries with mature call centre markets and good infrastructure have more linked call centres. However, this graph has two surprising features. One is the low level of connectivity in Germany, where technology levels are generally quite high. The other is the high level of connectivity in Bulgaria, perhaps due to the recent introduction of call centres leading to a “leapfrogging” effect where installations use more recent technology with networking capability.

We also asked about use of teleworkers and found this was still very much a fringe activity in the centres in our sample. No centres using teleworkers were found in Bulgaria or Germany. No information on teleworkers was received from Belgium or Spain.

One centre, a media sector organisation, used teleworkers in France. In Ireland an emergency service for the electricity supply board was experimenting with teleworkers as were two market research organisations. Ten Italian centres were using teleworkers. The UK, using a previous, more detailed survey of call centre and teleworker usage, estimates that four per cent of centres used some teleworkers in 1999 but many more were planning to do so in the future.
In contrast, an online global survey of call centre managers taken at callcenterworld.com in May 2001 indicated that 21% of respondents were using “agents/reps who work from home”.
 Gender
Most call centre workers are women.

Table 8: Gender of call centre workers
	Country
	% women workers

	UK
	72

	Spain
	66

	Italy
	63

	Ireland
	63

	Germany
	64

	France
	66

	Bulgaria
	87


Source: TOSCA D1 Inventory Survey. Base = 531 call centres
There is considerable evidence from secondary and anecdotal sources that the gender imbalance runs across a number of factors. There are more men in management positions. Women are particularly prevalent in certain sectors such as telemarketing and customer service, while there are higher proportions of men in centres offering technical support or technical helpdesk functions (see country report Ireland).

There seems to be a widespread conviction that women are ‘culturally’ and ‘genetically’ equipped to conduct interviews, sell and deal with customers given their better relational skills and the ‘patience’ required for the job. Furthermore, women are more inclined to accept jobs with characteristics of flexibility, such as an ‘unstable’ jobs or part-time working hours and salary.

We did not collect information on age of workers in this survey but secondary sources indicate most call centre agents are under 30 years of age, except in Belgium.
Hours of operation
· On average the Bulgarian call centres in our sample operate 74 hours per week. There are two “peaks” in distribution – centres operating 40 hours a week or less, and centres operating 24 x 7 (open permanently).
· French call centres operate on average about 68 hours a week, again showing peaks for centres operating less than 40 hours or 24 x 7.
· In Germany about one third of the call centres surveyed are operating on a 24 x 7 basis. The overall average opening hours are 100 per week.

· Three trends are clear in Ireland. Call centres serving traditional domestic industries tend to open standard office hours (up to 40 per week). Many of the pan-European centres have to accommodate time differences and therefore open up to 70 hours per week, especially if some weekend opening is required. Finally, about a quarter of centres, mostly in the automobile rescue services and IT sectors, open 24 x 7. The average opening hours per week are 84.
· In Italy about one fifth of the call centres surveyed are operating on a 24 x 7 basis. The overall average opening hours are 75 per week. In just under half of the call centres the weekly opening hours are between 51 and 100. 

· Spain shows lower levels of continuous opening (about one-sixth) and higher levels of centres operating “normal” office hours (less than 40), with over a quarter fitting this pattern. Average opening hours per week are 70.

· In the UK nearly one in three centres operate round-the-clock seven days a week.  Only ten cases out of 47 had ‘normal’ opening hours of up to 40 hours per week. Average opening hours are just over 100 per week.
Contract types

Table 9: Incidence of atypical contract types and number of workers involved
	Country
	No of centres
	No. of workers 
	Part time incidence
	Part time workers
	Temporary incidence
	Temporary workers
	Agency incidence
	Agency workers

	Belgium
	76
	
	49
	
	53
	
	
	

	Bulgaria
	103
	634
	
	10
	
	4
	0
	0

	France
	44
	7978
	17
	821
	16
	1017
	2
	10

	Germany
	49
	4537
	28
	719
	3
	39
	0
	0

	Ireland
	50
	7245
	22
	490
	11
	310
	5
	9

	Italy
	119
	10732
	117
	160
	72
	3565
	118
	218

	Spain
	43
	6319
	33
	
	36
	
	10
	

	UK
	47
	12440
	45
	46
	4
	123
	28
	40


Source: TOSCA D1 inventory survey. Base = 531 call centres
Note “incidence” here means number of call centres reporting.
The incidence of part time and temporary agency work is extremely low except in France where the definition of part time is anything less than 37 hours, leading to a slightly unrepresentative figure in European terms.

Temporary contracts are clearly more common in Italy.

Overall, the surprise here is the low incidence of atypical contract types. Given the strong gender imbalance towards young, female workers likely to have family responsibilities, it seems odd that few centres offer part time work opportunities. Spain and Italy report anecdotal information about workers who are only offered part time work when they would prefer longer hours.

Agreement types and union representation

Table 10: Agreement types in call centres
	Country
	Total number of centres
	Company
	Sectoral
	National
	Other

	Belgium
	76
	
	76
	1
	1

	Bulgaria
	103
	0
	0
	0
	0

	France
	44
	30
	15
	22
	2

	Germany
	49
	9
	5
	4
	0

	Ireland
	50
	29
	4
	5
	12

	Italy
	119
	24
	33
	53
	25

	Spain
	43
	2
	13
	8
	1

	UK
	47
	27
	25
	25
	21


Source: TOSCA D1 Inventory Survey. Base = 531 call centres. 
Note: Figures indicate number of centres reporting.
The prevalence of different agreement types is strongly affected by the different industrial relations structures in each country. For example, company level agreements are the norm in most sectors in Ireland, while there are almost no sectoral or national agreements except in the public sector in Bulgaria. A more detailed picture is given in each country report.
Table 11: Representation in call centres

	Country
	Total number of centres
	Union
	Other staff representation
	Health and safety representative

	Bulgaria
	103
	0
	0
	0

	France
	44
	30
	15
	22

	Germany
	49
	9
	5
	4

	Ireland
	50
	29
	4
	5

	Italy
	119
	24
	33
	53

	Spain
	43
	2
	13
	8

	UK
	47
	27
	25
	25


Source: TOSCA D1 Inventory Survey. Base=531 call centres
We felt there might have been some problems with translation and coding for some of these results, such as the lack of health and safety representation in Germany. In other cases, again, the figures are affected by national situations. It is interesting that despite a legal requirement for health and safety representatives in Ireland, 13 centres appear not to have a rep – this may be due to a practice where the management appoint a representative without telling staff members who it is, or it could represent a problem where our interviewees happened not to know that there was representation. Further information on agreements and representation is given in the country reports.
Issues raised and consequences 
for TOSCA case studies
There is clearly a tension in many countries between the need of call centre employers to have flexible work arrangements that can cope with fluctuations in demand, and the requirement of employees for safe, secure employment with adequate pay and conditions. Also, many centres wish to implement performance-related pay and negotiate individual contracts with their staff, adding to their lack of enthusiasm for trade union representation of staff (as we found to our cost in carrying out this inventory survey).
Many centres operate complex incentive schemes for pay based around team and individual performance figures.  Understanding how these schemes can affect working conditions will be an important aspect of the case studies, especially in relation to stress and the monitoring of call centre workers.

Other centres, by requiring their staff to sign confidentiality contracts which forbid them to give information about a wide range of company activities, are restricting access to information about the working conditions of their staff. Therefore it will be particularly important to collect detailed information from agents on working conditions where possible.
The issue of gender imbalance is also one which requires further investigation. Despite two-thirds of the workforce being women, and the apparent desire of employers to have flexible working options, the low level of part-time contracts suggests that this flexibility is all one-way – the employee having to be flexible, not the employer.

Training opportunities seem to vary from sector to sector, and in the absence of clear standards accepted by employers for training (despite the efforts of FEDMA and the Eurocallcentres project), further work to understand whether call centre workers are offered, or receive, adequate training should be another priority. The development of more contact centres, with their requirement for higher skill levels, may impact on training provision.
Overall, the high industry staff turnover rate must call into question whether this type of work is intrinsically temporary, or whether in fact there are ways in which employers can provide better career paths and reduced stress. Although we found surprising few temporary contracts, it does appear that because staff choose to resign for various reasons, including stress, after quite short periods, their employment contracts are in practice temporary. This aspect of call centre work requires further examination.
Some other aspects also appear to require investigation on a national level.
Belgium

Qualitative reports suggest call centres are increasingly aiming at a large, stable group of permanent or part-time employees, as opposed to students or temporary workers, possibly due to increasing job requirements and changes in market orientation. This movement may encourage a more ‘employee-friendly’ duty schedule policy but more detailed work to observe such a movement is required. However, the researchers report that, when the employer and employee representatives that determine the sectoral agreements create conditions that are too rigid, companies tend to establish a subsidiary company for call centre activities which falls under the authority of a joint committee with less rigid working conditions. This practice is widespread in Belgium. The Belgian researchers also report widespread disregard of Belgian law in relation to election of workplace representatives. These elections are normally held every four years. 
Bulgaria

The recent social and economic changes have led to a situation where there is very little representation for workers in the private sector at all. In addition, there is no employers body in the call centre sector that could carry out negotiations. The work of the EMERGENCE project indicates that outsourcing of call centre functions both to and from the emerging states is likely to increase, but this might be at the expense of workers in those countries receiving worse pay and conditions than their equivalents in the Member states. In addition, the issues relating to gender seem to be particularly severe. 

The researchers comment “99% of those employed in call centers that open from 50 to 168 hours per week are women compared to 83.6% in centres which run their services for 40 hours or less per week. Night shifts, overload, stress, overweight due to lack of movement, sometimes sexual harassment (the case of radio taxi call centers where the cab drivers often offend operators), routine work (144 directory enquiries service), requirements for adequate breaks and regular medical inspections (work with computer), all these issues call for more active trade unions’ involvement for protection of rights of call centre workers and women in particular.
Bulgaria does have a legal framework that in principle could provide protection of workers in call centres, but it is seldom implemented. For example, the right of 15 minutes break for each 45 minutes of work with a computer is not exercised except in the public administration and banking sectors. In many private firms the relationships between employers and employees are not legally set out, it is hard for workers to  defend their rights.”

France

Working conditions initially do not appear to be so problematic in France, but this may be because of the lag in call centre development caused by infrastructure (Minitel) and legislation (telecommunications deregulation). Rapid growth in the sector is expected over the next few years. The French researchers also point out it is important to remember that a temporary, part-time job is, in some situations, what suits particular groups of workers, such as students. In France working in a call centre can be a stepping stone into a better job within the same company. There is likely to be a particularly clear distinction in France between working conditions available in internal call centres, and in outsourced centres, differentiated by trade union presence, which the case studies should clearly illustrate.

Germany

Trade unions have criticised the development of autonomous and outsourced call centres in Germany that can offer cheaper rates to their clients because they do not have to pay the same labour costs. This is known to the unions as "Tarifflucht" (escaping collective bargaining). German call centres tend to locate mainly in high-density areas close to universities despite the increased consequent costs. Employers emphasise the need for highly qualified employees as well as for flexible student labour.  In economically weaker areas, call centres are perceived as “job machines” and various financial and other incentives, such as exemption from regulations on Sunday and public holiday work have been created. The effect of these factors, particularly the high level of student employment, requires closer observation.

Ireland

Ireland is characterized by large call centres with little union representation. While trade union membership is a constitutional right in Ireland, there is no legal right of unions to be formally recognized by employers. The problems are exacerbated by the anti-union attitude of some multinational owned call centres which actively resist union organization and representation among their workforces.

There have been reported problems with health and safety in some centres, particularly in relation to working environment (cold temperatures etc.) and bullying or harassment of some employees. Yet many centres appear not to have either a management or a staff representative with responsibility for health and safety despite this being a legal requirement. 
However, Irish call centres also have high levels of technology and connectivity, with consequent requirements for higher skill levels, and there is a national consensus on the need to move “up the food chain”, away from low-level call centre work which is particularly sensitive to Ireland’s increasing labour costs, and might relocate to other countries.  This trend may lead to greater efforts by employers to improve working conditions in order to improve staff retention. 
Italy
In Italy, the small size of many call centres and the high proportion of outsourced centres makes it difficult for unions to organize. This is a feature of the whole service sector in Italy, not just of call centres. There is also a strong regional distinction between the large, low-skill centres of the Mezzogiorno and the higher-skilled centres in the northern and central regions of Italy.
Almost 60% of Italian call centres use the ‘coordinated and continuous collaboration contract’ contract. It is used by all the call centres that conduct activities in the research sector, by over 83% of call centres in the retail sector and it is also quite common in call centres in the publishing and information technology sectors.  This type of contract is midway between dependent employment and self-employment. Workers that have this type of contract are autonomous, but subject to general conditions set by the contractor, bound to work for the enterprise on a continuous basis under the direct co-ordination of the contractor. Examining in detail the conditions of this type of worker in outsourced call centres will be of particular interest.

Spain

Spain shows quite a high level of unionization in its call centres using a traditional industrial relations structure. The collective agreement for the telemarketing sector was a starting point to enforce some minimum labour conditions, after the establishment of a common framework and the creation of a union structure by means  of elections for representation within the companies. Currently there are union representatives in the majority of the companies in the sector, with about 700 elected union representatives, of which 45% belong to the Spanish communist union C.C.O.O. The collective agreement attempts to reconcile the requirements for flexibility and good working conditions, but there appears to be some doubt about whether it is being fully implemented.

According to a report by Mitial Research, Spain will become a core part of the European Community of call centres over the next two years. With lower labour costs and higher labour availability, Spain could become a serious competitor to Ireland (Dublin) and Holland (Amsterdam) for projects that require more than one language. However, there is a high staff turnover rate of about 23%. This is due to low salaries, unsocial hours, lack of professional development and lack of social recognition. As a result most call centre workers consider their work as something temporary, a bridge to the labour market until they find a better job.

United Kingdom
The UK has the most advanced development of call centres in Europe. Quite a large number of call centres are unionized. This is for a number of reasons. In formerly nationalized centres such as telecommunications, air and rail transport and energy supply, there is a direct continuity with a tradition of white collar staff representation stretching back over many years. Although not universally unionized, the UK banking and insurance sector also had a tradition of collective negotiation, and when call centres were first established in these industries in the 1980s they were often staffed by transferring workers from high street branches who brought this tradition with them.

In addition, the UK has a number of well-organised call centres in the public sector, for instance, in the Inland Revenue (tax collection) service and in some branches of local government. Recent moves in the UK to provide many of its public services through call centres (such as the NHS Direct health advice line) also build on existing trade union structures in the services concerned.  This has lead to the creation of a body of call centres within the context of unionized public sector employment.  Nevertheless, there remain large numbers of call centres which have no union recognition or representation. These include many customer service, sales, and technical support call centres, most outsourced call centres and many in travel, catering and other leisure industries. 
In order to address this problem, and recognizing the high mobility of call centre workers from one company to another, as well as the many different unions which represent workers in a sector which cuts across traditional industry boundaries, UK unions have also created a ‘portable membership’ that call centre workers can take with them from one centre to another.  

At the annual Trade Union Congress in September 2000, unions agreed to work together and campaign for improvements in call centre working conditions. Thus information on health and safety issues and on union organizing and representation gleaned from the UK case studies will be of particular interest.
Case study selection
Details of the selection of call centres for case studies, and the reasons behind each choice, are given at the end of each country report.
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