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1. Introduction

The event which took place on the 20th of June, was an informative and consultative seminar involving participants from the trade union with a direct interest, involvement and experience with work and working conditions in callcentres.

The primary aim was to inform the participants about :

· TOSCA, more particularly the motivation and aims, framework, partners involved, research results and instruments (website, bibliography, guide of good practice); 

· the existing education and training programmes for callcentres as well as existing research about callcentres, both at the Belgium level;

· the new and old collective agreements (flexibility, online data communication) as well as legislation  (wellbeing and therefore stress) in order to improve working conditions.

The secondary aim was to start a discussion regarding :

· the research and conclusions of TOSCA as well as other research projects;

· the application of the trade union  tools (collective agreements and legislation) to improve working conditions.

The seminar was organised in consultation and in collaboration with setca (syndicats des employés, techniciens et cadres), the professional organisation within FGTB (fédération général des travailleurs belges) representing the white collar workers and hence the most apt to reach the callcentre workers’ representatives.

It took the form of quite elaborate presentations with, each time, the possibility for participants to ask questions and followed by a round-table discussion.

2. Content

The seminar was divided into five sessions:

1. Setting the scene: presentation of TOSCA, the results of the TOSCA research on the European and national level, as well as the initiatives for the future.

2. Specific and profound information about the Belgium callcentres: typology of Belgium callcentres, main functions of callcentre workers, importance of callcentres, evolutions for the future, developed education and training programmes for callcentre workers
3. The limits of flexible working hours and time at work: regulations for the sector (collective agreement) to which  most call centres belong, the gap between theory and practice
4. How to  react against stress at the workplace: what is stress, how to ‘measure’, how to ‘solve’ 

5. How to cope with the control of employers on online communication data: regulations by a new collective agreement at a national level

The different themes were carefully chosen and determined, taken into account the results of the TOSCA research.

See appendix 1.

TOSCA Belgium seminar report (wp 5)

3. Presentations

The following speakers gave formal presentations:

· Gitta Vanpeborgh, advisor, Industrial Relations Department, FGTB (fédération général des travailleurs Belges),  in charge of the TOSCA project

· Begga Cranskens, responsible person for education and training programs at CEFORA, an organisation which belongs to a sector covering – among other enterprises-  callcentres and funded by employers and workers means / contributions

· Erwin De Deyn, federal secretary for Setca (syndicat des employés, techniciens et cadres), responsible for sector covering – among other enterprises-  callcentres

· François Philips, advisor, Industrial Relations Department, FGTB (fédération général des travailleurs Belges), follows up the safety, health and well-being  themes

· Hilde Duroi, legal advisor, social department, FGTB (fédération général des travailleurs Belges), follows up the collective agreements concerning the protection of privacy at work

See appendix 1+ list of inscribed persons.

4. Invitation to the meeting and assistents’ profile

Invitations were sent to a select public, namely: 

· Shop stewards, workers representatives for health / safety and wellbeing and workers representatives for works councils, both active in callcentres;

· federal secretaries as well as regional secretaries from the trade union responsible for callcentres.

From the 30 persons who were inscribed, 27 persons participated. 

Most of them were shop stewards and / or workers representatives from callcentres, predominantly from the ‘outsourced’ callcentres belonging to the private sector.

It is quite difficult to reach the shop stewards and workers representatives from the ‘insourced’ callcentres since they belong to a panoply of different sectors. The small participation of the shop stewards and workers representatives from callcentres belonging of the public sector, was due to the fact that we consider to organise a separate seminar for them later on this year.

See appendix 1.

5. Summarry of presentations and round table discussion

TOSCA research results and Cefora initiatives

· Structure of presentation

What is Tosca. What is the aim. Realisations at this moment and for the future. The results of the research on a Belgium and a European level. What is cefora. What kind of training and education do they offer and for whom. Typology of Belgian callcentres, working conditions and perspectives.  
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· Reflection of participants ( reaction of speaker

· the participants were surprised that there is – on Belgian, European and international level- no clear view on the number and locations of callcentres, as well as the people working in this kind of activities or enterprises ( the trade  union, but also the authorities  have to make efforts to get a better grip on it (more trade union representatives or at least contacts with trade unions, to inform workers about the legislation, more active role of labour inspection, …

· the predominance of younger people also has to do with the competition and especially the lower salary they are being paid (to be able to compete you are obliged to employ younger people) ( there is a need for serious discussion on the evaluation and remuneration methods (some enterprises already ; on the other hand it has to be admit that salaries are not the only competitive element

· some participants clearly found that the trade unions approach to communicate with the workers in callcentres is , taken into account the profile of the workers and there working conditions (young, female, flexible working hours and contracts, …), not optimal at all ( the trade union recognises this problem and organises in autumn a conference for the non-profit service sector to develop a new communication approach

Flexibility

· Structure of presentation

Content of the collective agreement and the gap with the appliance on the ‘floor’.

· Reflection of participants ( reaction of speaker
· quite a lot of participants wondered why there is no effort made to organise all callcentres and callcentre workers as well as employers in a new and autonomous branch for social partners ( first of all there is no organisation of employers (although the trade unions already made an effort to bring them together), on the other hand lots of inside callcentre which resort already under other branches with good collective agreements do not wish to be transferred to another branch 

· the discussion clearly showed a big gap between the theoretical rules and the non-respect from the employers side in practice ( the gap has to do with the weak trade union representation in callcentres, the trade union has to find other ways (communication) to get a better grip on the callcentres

Stress at work

· Structure of presentation

What is stress (not). The framework of collective agreement and legislation. How to ‘measure’ stress and how to ‘conquer’ it.

· Main reflections of participants ( reaction of speaker 

· the different methods to ‘measure’ or rather ‘objectify’ stress at work were considered by the participants as ‘something scientific’ but ‘far from reality’ ( to bring it closer to reality, it is very important to start from a ‘project’ approach that has the objective to diminish stress, a project carried by and worked out under the supervision of a working-group with workers and employers representatives
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· the national collective agreement (n°72) on well-being at work is in the enterprises often reduced to the ‘medical’ aspect, the influence of organisational aspects is often not taken into account ( therefore it is very important that not only workers representatives for safety, health and well-being but also from works councils are involved in the set-up workgroup, in this respect an integrated approach with the necessary attention for all ‘stressors’ can be developed

Collective agreement concerning online data communication
· Structure of presentation

Content of the brand new collective agreement.

· Reflection of participants ( reaction of speaker
· the new collective agreement is too theoretical, it does not give an answer to the practical problems which occur in the enterprises and is sometimes contradictory (how can the employer control ( the collective agreement only gives a framework, the framework will certainly be refined by jurisdiction (you can not solve everything with legislation and regulations), however this framework was necessary because there was a lot of confusion with this respect

· the callcentre reality has to cope not only with internet and e-mail control of workers, but also and especially with telephone control of workers and clients (monitoring, taping) ( although it is not mentioned the CA also applies to telephone control, furthermore monitoring without the agreement of the client is not allowed at all

· what happens with agreements that already existed before ( we have to make a difference between the period ‘before the CA’ and the period ‘after the CA’, all regulations / contracts / codes / agreements need to respect the basic law on privacy

6. Material given to the participants

All participants received at the seminar a map containing following materials:

· the letter of invitation and agenda (appendix 1)
· the leaflet which presents TOSCA (appendix 2)
· the leaflet of the TOSCA symposium in Paris (appendix 3)
· the leaflet of the e-work conference in Paris (appendix 4)
· slides used to present TOSCA and the research results (appendix 5)
· text used to present CEFORA (training and education to callcentre workers, as well as research in this area) (appendix 6)
· collective agreement of 29th September 1988 (sector level) concerning “new working regimes” (regulations on flexibility) (appendix 7)
· slides used to present the stress theme (appendix 8)
· slides used to present the new collective agreement of  29th April (national level) concerning the protection of privacy at the workplace in using online communication data (appendix 9), as well as the collective agreement itself (appendix 10)
· an evaluation form (appendix 11)
All documents were distributed in French and Dutch, taken into account the native languages of the participants.
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7. Evaluation

The participants got an evaluation form to evaluate the different aspects of the seminar by giving points (1 = insufficient till 5 = excellent) and written comments.

The global evaluation was quite good (3,9 points), especially the content of the presentations (4,1) and the material given (4,2 points) were appreciated. The pedagogic approach (3,6 points) and the logistics (3,7 points) were less appreciated.

The written comments confirmed the positive evaluation by points. 

Not only the concrete themes (flexibility, stress, workers privacy with online data communication), also the information about the Tosca project itself, the research results and information on training and education in this field of action were appreciated. 

The seminar gave the participants the feeling that there is a sincere interest from the trade union in this kind of enterprises, their evolution and their working conditions, not only on a Belgian but also on a European and International level.

The participants appreciated furthermore the opportunity to get to know each other and being able to change experiences. In fact this was the first time that specifically workers representatives and shop stewards from callcentres were brought together to be informed and discuss specific themes / subjects. Most of them stressed that this gathering should be continued in a structural way (construct a list of workers representatives and shop stewards for callcentres, regular meetings on specific themes, report of this meeting for all participants, …) because it can reinforce the trade union strength.

8. Annexes

