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	Project funded by the European Community under the “Information Society Technology” Programme (1998-2002)


INTRODUCTION

Unlike many if not most Framework 5 funded projects, the TOSCA project does not have commercial aspirations.
This was an explicit component of the project proposal, eventually framed in the revised Technical Annex in the following terms;
“The TOSCA research project is a programme of socio-economic research, whose objective is to measure the socio-economic impacts of a new form of work organisation linked to the development of new information and communication technologies: call centres…..Results of the research will be presented in the form of recommendations and best practice to concerned parties and key actors (e.g. governmental organisations, trade unions and employers).”
Accordingly the key results of TOSCA will be made freely available as widely as possible to anyone or any organization believing they can learn from or apply those results.

In answering the question “what happens to TOSCA after receiving EU support?”, one also has to remember the reality of the whole TOSCA experience.
As the ETUC concluded in September 2001, after having engaged in consultation with project partners,
“The TOSCA Project is a failing Project fast approaching the borderline of having failed.….None of its submitted deliverables (four in total) have been accepted by the Commission review procedures. This is despite three of the deliverables now having been presented twice….There is little evidence of a co-operative transnational team working together collectively with a common sense of purpose. The partnership lacks a collective identity. Worse, it is apparent to all…that the partnership does not share common assumptions about the way in which key aspects of the Project work-plan should proceed….Overall quality control procedures either do not exist or fail to do their job. In such circumstances, if the Project is to stand any chance of meeting its core objectives, a radical reshaping of the Project structure and plan of work (together with associated budget) is required.”
It is for these reasons that we talk of exploitation of the results of TOSCA and exit from the project process.

It has been a major achievement to establish a new project framework and co-operative work ethos, enabling completion and closure of the key project tasks within a 15 month period. In assuming the role of project Co-ordinator the ETUC always worked from the assumption that the consortium could not be expected to continue as a whole beyond the project lifetime. In the circumstances resulting from the Second Project Review meeting to expect otherwise would have been unrealistic.
What was not and is not in doubt is that each partner should be able to benefit from the collaborative production of results and directly use (exploit) the outcomes of TOSCA. In so doing though the ETUC has sought to create the conditions whereby each partner, at worst, is able to do so independently. In other words partners can exit from TOSCA with positive future perspectives. Whilst no barriers exist to consortium members continuing to collaborate – individually or severely – that is now up to them. It was not an objective which presented itself in the late summer of 2001.
In setting out how the results of TOSCA will be exploited by project partners we first may consider the direct impact upon the partners involved.
IMPACT ON THE PROJECT PARTNERS
The self-perception of impact of the TOSCA project on the partners can be usefully summarized under five headings;

	1. Training and Consultancy Services to call centres and call centre agents.


	ISA-Consult
	Has identified that training and consultancy offers in Germany are very much of a generic nature and that there exists space for alternative offers adjusted and adjustable to the individual needs of separate call centres.

	Sofia University
	Involvement in TOSCA facilitated the student’s organization in establishing a Student Information Centre providing call centre services along with services at-the-desk.

	FOREM
	Being an organization providing vocational training TOSCA has assisted FOREM with the design and development of new courses.

	
	

	2. Research Methodologies


	Analytica
	TOSCA has helped to refine the research methodologies used by Analytica.

	IRES
	Has found that the use of comparative qualitative analyses in TOSCA has been very important in relation to a better understanding of the new phenomena related to ICT.  As a result they will continue to apply this approach in future research in this field.     

	
	

	3. Building Profile and Collaborative relationships


	CWU
	Involvement in TOSCA has informed the CWU’s approach to the call centre industry and has helped to build their profile as the expert body on the trade union side in this sector. It has also  brought CWU into contact with new  people and organizations involved with call centres such as IBOA, TSFI, and Enterprise Ireland.

	FOREM
	It has led to greater collaboration and new synergies for future work with two Federations of the Trade Union confederation, CC.OO., both involved in call centres – the Communication and Transport federation and Administrative and Financial Services federation..

	Analytica
	TOSCA has enabled Analytica to build relationships with major stakeholders in the call centre field in the UK. It has also generated synergies with other projects which has assisted the concertation process.

	
	

	4. Capacity Building


	Sofia University
	TOSCA was the first 5th Framework IST project involving Bulgaria. The experience gained in preparing and presenting TOSCA has enabled Sofia University to work with other organizations to develop further IST proposals.

	
	

	5. Policy Development


	ETUC
	The TOSCA project helped the ETUC and its affiliated organisations obtain a much better understanding of working conditions in call centres and how to develop good practice. This is especially important as large parts of call centre work are excluded from the recent agreement between the social partners on telework

	IFSI
	Involvement in TOSCA has informed trade union strategy in relation to the improvement of working conditions in call centres, and in relation to communication with call centre workers.

	CWU
	The TOSCA project has informed the CWU’s approach to the call centre industry. Information gained from the project helped develop strategy in relation to the issues concerning CWU members and employees in the call centre industry. TOSCA has been a steep learning curve for the CWU with regard to issues of working conditions in call centres.

	ISERES/CGT
	TOSCA has informed an better understanding of the differences between internal and out-sourced call centres. The impact has been in terms of improved research perspectives (ISERES) and in terms of being able to formulate negotiating claims based upon common factors – for example in relation to working conditions (CGT).


Whilst in some ways presenting a ‘snap-short’ this immediate self-analysis gives an idea of the range of direct impact upon the current practice and activities of TOSCA partners.
EVIDENCE OF WIDER IMPACT

Engagement in the TOSCA project has involved all partners in a wide rage of external relationships and contacts. Many of these have been vital to the process of completing the detailed project research tasks. Even though at the time of writing the main published project deliverable (D4) is not publicly available, it is clear that the activities of TOSCA have begun to have wider impact. This we can justifiably claim as evidence of the successes of TOSCA, and evidence of the basis upon which future follow-on activities may be based.
Italy
IRES has been commissioned by NIDIL (Confederation of atypical workers) to conduct research as to how the union should develop strategies to increase the representation of atypical workers. As a result of IRES publishing and disseminating the TOSCA case studies report (D3) in Italian they have been approached to use the book as the basis for a range of trade union seminars and training activities.
Bulgaria

Sofia University has been approached by trade union managers for discussions concerning the dissemination and exploitation the TOSCA results through trade union education activities. They have also participated in a PODKREPA trade union national conference about Trade Union Education – making presentations of the TOSCA Bibliography and Handbook.
United Kingdom
Analytica has been approached to develop training courses on health and safety in call centres, and have also been used to brief a large number of newspaper, radio and TV journalists about call centre employment and development. Through the activities of TOSCA Analytica has also collaborated with the Merseyside Call Centre Partnership - a major regional initiative involving some 200 call centre employers, plus other stakeholders including trade unions, training agencies, local government, and the health and safety executive.
Spain
As a result of TOSCA FOREM was engaged to support the creation of the Telemarketing Group in COMFÍA-CC.OO, which will support the defence of workers’ rights in call centres.
Germany
ISA-Consult, as a representative of the TOSCA project, was invited to participate in an expert discussion within the framework of “innovative design of Call-Centres”. The event was organised by the Hans-Böckler Foundation and the technology counselling service at the DGB (German Association of Trade Unions) for the region Northrhine-Westphalia. ISA-Consult has also been contacted to exchange results by the project SoCa (Social organization of work in Call Centres) being developed by the employer’s chamber in Bremen and the united service trade union (Ver.di).
Belgium
As a result of TOSCA IFSI has been in contact with the training department of one of the sectoral social partner committees (Cefora), with trade union representatives from the public sector, and with trade union representatives from the private sector. Also during the closure of SNT-France IFSI was contacted to supply documents from TOSCA.
Ireland

Through the CWU the results of TOSCA have had an impact upon other unions involved in the call centre industry such as the IBOA and IMPACT. The Irish Confederation of Trade Unions has also been briefed at national level by CWU on the results of TOSCA, and their implications for labour relations in Ireland, particularly in respect of the national Labour Relations Commission and sectoral Joint Labour Councils.

France

TOSCA has been well reported in France (e.g. articles in the newspaper Le Monde (8th October 2002); in Cahier d’études de recherche et de débat, n° 2/2000, - CGT Federation nationale des bureaux d’étude) ; in ISSUES, n°56/2000, La vie ouvrière  - CGT, Trade Union for enterprise ;  in Options - Public Administration Trade Union CGT ; in Analyses & Documents Economiques n°92 , January 2003. The results of TOSCA were used to brief trade unions at a meeting in involving 4 countries concerning “Trade unions and metropolitan areas” held at Lyon, on October 1st 2002.
NEW INITIATIVES PLANNED BY PROJECT PARTNERS
New initiatives planned or already underway involving TOSCA partners fall under 3 main headings;

· Training, information, and bargaining.

· Integration of TOSCA results into other activities.

· The development of new project proposals.

The ETUC will suggest to national member organisations the inclusion of working conditions in call centres in their collective bargaining. The same suggestion will be made to European Industry Federations to include call centre work in their sectoral social dialogue. And finally the ETUC itself will raise the issue with the European employers’ organisations.

Being directly involved in social dialogue and representing call centre workers IFSI, CWU, and ISERES/CGT have specific developments planned.

CWU will use the results of TOSCA to inform the new overall union development strategy being discussed. Specifically a 2-day special conference will be held in 2003 at which the results of TOSCA will be presented.

IFSI has decided to focus on 3 specific issues,

1. stress,

2. job evaluation and pay,

3. privacy,

in relation to call centres in Belgium. These issues will be developed through information and education and training activities, and also through direct collective bargaining to secure workplace or industry agreements.

ISERES and CGT working jointly will initiate discussions with the other 2 main trade unions confederations in France (CFDT and FO). The purpose of these discussions will be to seek to develop a common bargaining framework covering terms and conditions of employment in call centres. This would be a vital pre-cursor to securing any comprehensive national agreements or legislation. ISERES also intends to develop education activities (seminars) to promote the results of TOSCA.
ISA-Consult will develop their training offers to external organizations concentrating specifically on the organization of working time in call centres, and customer relations and conflict management.

Both Analytica and FOREM are integrating the results produced by TOSCA into their future work on other projects.

For example Analytica is participating in the JANUS project whilst FOREM will be collaborating with the Federation of Communication and Transport workers of CC.OO, in a Leonardo da Vinci programme project concerning the health and safety of workers in the communication and transports sectors ("ALBORDE: Formation Necessities ").

New project proposals (both national and transnational) are likely to be developed by IRES, Analytica, and Sofia University. IRES is concerned to develop new research activities focusing on ICT workers in general, as well as sector specific studies within the overall category of information and communication technology employment.

Sofia University will be seeking new partnerships within Bulgaria to further develop the results of TOSCA, whilst Analytica will be concerned with the development of good practice models by the social partners within call centres.

DIRECT EXPLOITATION OF TOSCA RESULTS
At the end of the project period TOSCA has two main vehicles for the promotion and exploitation of results. They are,
· the Project web site

· the published report entitled, ‘How Can We Help? Good Practice in Call Centre Employment’ (referred to within the project as ‘The Handbook’)
The project web site was one of the legacy problems needing to be resolved when the project work-plan was restructured. In effect much development work, especially concerning the bibliography (D2), had to be re-done or started again from late 2001.

The project was fortunate that one of the partners had the skills available to allow a reallocation of resources to web site development. Consequently, and this has been confirmed by Sofia University, the TOSCA site will continue to be hosted after the end of the project as an information repository and source of project results.

The question of the further exploitation of the (on-line) bibliography was raised by the Commission Reviewers at the Third Review Meeting. It has also been a subject of discussion at partner meetings.
The decision arrived at is the project consortium has agreed to cede the rights to maintain and develop the TOSCA bibliography to Sofia University. Partly this is a consequence of the fact that they are now the only partner with the necessary technical skills and resources available. It is also recognition of the fact that despite efforts to set up multi-user access for database maintenance and up-dating this has not been sufficiently developed during the time available. As a consequence central technical intervention continues to be a necessity.
All project partners may place the public results of TOSCA on their own web site and in so doing will be able to establish links to the bibliography.

For the immediate period post November 2002 it will be the TOSCA report ‘How Can We Help?’ which will provide the most significant exploitation potential. Reference to the publication has been a key element of project dissemination activities (see D7) during the last 12 months.

An electronic version (PDF format) will be placed on the TOSCA web site for downloading and printing. In addition an Executive Summary of the report in PDF format will have been produced in 6 languages (English, French, German, Spanish, Italian, Dutch, and Bulgarian). The text of these summaries was available for the TOSCA Symposium in September 2002. Since then design work has been commenced to produce the PDF versions which will be available from the TOSCA web site. In addition it is expected that partners will choose to commercially print their own language summary for national distribution.
One thousand two hundred and fifty printed copies (English language) of the report are being produced and will be distributed and used by partners as follows:

	ETUC
	The handbook will be sent to all affiliated organisations of the ETUC, in the European Union, in candidate countries, and in the EEA. Through the affiliated organisations the handbook will be disseminated to national training institutions. The handbook will be advertised on the website of the ETUC. 



	CWU
	The handbook will be used in educational conferences and training sessions. The handbook will be used to contribute to an expected discussion on a joint labour council for the call centre industry. The handbook will be distributed to CWU organisers in call centres, and to other unions working in the call centre sector.



	IFSI
	The 100 copies allocated will be distributed as follows:

· 30 for the participants of the national seminar;
· 25 extra asked for the professional trade union organization of the private sector;
· 15 extra for the professional trade union organization of the public sector;
· 20 to training institutions, research institutions, ergonomic institutions, academics;
· 10 will be offered to the first visitors of our TOSCA pages on the FGTB/IFSI website.


	Sofia University
	The Handbook will be used on graduate level courses in universities and life-long learning and training courses organized by the Employment Agency, and the Bulgarian Chamber of Commerce. The Handbook will also be used on trade union education courses in Bulgaria


	IRES
	Given that the handbook is in English it will be disseminated to various levels of trade union organisations. It is also intended to use the examples of best practices illustrated in the Handbook as guidelines for union action also in other ICT- related sectors.  



	Analytica
	The Handbook will be distributed at conferences and other events where Analytica is speaking.


	FOREM
	The TOSCA Handbook will serve as the basis for negotiations that CC.OO. will conduct to improve the working conditions in the telemarketing sector. The Handbook will also be used on trade union education courses.


	ISA-Consult
	The TOSCA Handbook will be distributed to contacts involved in managing and running call centre projects and to trade unions and employers' associations involved in the sector. Additionally it is planned that the TOSCA Handbook should be put at the disposal of other projects and institutes concerned with call centre development.



	ISERES and CGT
	The TOSCA Handbook will be distributed to contacts in call centres (employers as well as employees), this will be supplemented by additional information in French.


CONCLUSION

It would be fair to say that as a consortium we had to have relatively modest expectations in the autumn of 2001. At this final point in the project cycle though it would also be fair, we believe, to say that not only has the project been brought to a successful conclusion, but that the results achieved will continue to have wider impact beyond the consortium membership. Also this report has hopefully demonstrated evidence that all partners will leave the project capable of taking forward the project experience, as well as results, into other forms of future activity.
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